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“Every once in a while ONE book defines a category.” 


—Jack Covert, 800-CEO-READ 


ALES 
BIBL 


THE ULTIMATE SALES RESOURCE 


Includes Information on the “New New Economy” 
to Make Sales While Others Are Whining! 


How 


Se 
REVISED EDITION 


The Sales Bible 


Practical sales information you can read daily and use immediately 


Read it from cover to cover ... or ... 


Open it anywhere and learn what you need for the moment ... and «+. 
Use it the minute you read it. 
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Why do salespeople fail? 

Are you born to sell? 

Do you have a selfimposed mental handicap? 

How the customer wants to be treated, honestly. 

How a salesperson wants to be treated, honestly. 

The elusive hot burton... How do you find it? 

1.4 The Book of BIG Secrets 
‘More sales ane made with friendship than salesmanship, 
‘Your best prospects are your present customers, 
Make a sale on Monday... 
Easiest way {0 make a sale? Top-Down Selling™ 
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Leave a message and Tbe glad to return your eal"... Now 

Can’ get an appointment? Try hardee'Try smarter 


Part © Woes and Koes 
6.1 The Book of Lamentations a 
‘When fad sales happen to good people. 
145 characteristics of ales career flures 
6.2 The Book of Competition 23 
Dancing with the competition? Watch your step. 


Part 7 All Hail the King ... Customer 
7.1 The Book of Customer Service 
‘The secret of great customer service ..Ty Boyd 
Cuistanding customer service isa powerful sales tol. 


‘A weekly sales meeting is « place to create new 
‘The sales letter will work, if you get write, 


py Associations) 
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26) 


The Sales Bible 


fe read sales books? 
The Sales Bible is 110) 


sThe book has endured ang 
ed and updated They 


‘of the revised articles 
@, there was no such 


Introduction 


“Itll never happen.” 


Where did this book come from? 


As with most hen I got turned 

. : Bot turned down, An article published 
about me In the Charlotte Observer in the spring of 
199: my ring off the hook. 1 w 


ent running back to the paper 
Her my services wan wo write a weekly anicleon sale rupted 

nly did they tun me down, they said,*It' never happen | sald,-No, 
iil never happen here."That same morning — 1 hour later ~ 1 struck 4 deal 
With the Charlotte Business Journal to publish a weekly column on selling, 
skills. I called it Sales Moves 


Not 


Next time someone tells you “never,” 
remember that means “not for at least 1 hour” 


Hey, my name is Jeffrey Gitomer and I'm a salesman, 1 don’t have a Ph.D, 
I'm a college dropout. 1 don't live in an ivory tower, | live in Charlotte 
North Carolina. | learned to sell in New Jersey and New York, where I grew 
up. [was in multilevel marketing when it was called pyramiding.L have 
cold called every office in downtown Charlotte, and lve cold called 
Fortune 500 company presidents and made the sale. 've made $1 siles and 
Tve made $1,000,000 sales. 'm a salesman who has been on the street for 
almost 40 years. Sometimes face up, sometimes face down. | love to sell. 


Sales Moves first appeared in The Business Journal in Charlotte on March 
23, 1992. The column was an instant success. It soon found its way to 
‘Dallas, Atlanta, Denver, Princeton, and a number of other cities, 
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8.5 ways to use this book. 


Salespeople are constantly searching for new ideas, 

Salespeople need a constant source of motivation. 

Salespeople need immediate answers. 
Salespeople are looking to make more sales 


- today, 


call, follow-up ten prospects, go to ‘tworkis rosie tired 
presentations, send five letters, get turned down sit 


ke one sale. That's a regular day! Salespeople need a dep 


reference with real-world answers to their immediate questions, stumbling 


blocks, or challenges. They need The Sales Bible 


The Sales Bible is not a* method’ of selling. It's a series of real-world 
observations, techniques, nd philosophies that you can modify to your 
style of selling. You use what you need to make the sale today: You Use 
what you need to prepare for the sile tomorrow. You aequire the 
knowledge you need to achieve your sales goals, 


The Sales Bible is a real-world resource These lessons aren't a bunch of 
highbrow, Ph.D., clinical research. They're a result of 30 yeurs of success 
and failure in some of the toughest selling environments the business 
world has to offer:They're based on actual experiences of mine that L know 
work because I worked ‘em, They are simple, pragmatic solutions, and they 
make sense where it counts - in your sales environment. They will help in 
your real world, Try a few and sce 


Use this book! ... 


1. As a resource ....‘To expand and strengthen your knowledge and 
‘expertise with the selling process and daily sales challenges, 


2. For a daily lesson ....As part of your daily rededication to be the best, 
3. In a study group "To grow and develop as a professional 
salesperson. 


4. To lead a meeting ... Most chapters are an ideal length 10 use as & 
Side fora sales training or brainstorming ‘i 
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in the world 

of business! 


oui getas superior sales 
tion of being the best 


Nothing happens in business until someone sells something, 


You sell so that the factory can produce the orders, so that the product 
can be delivered, so that the administrative salaries can be paid, and 
so that the new computer system needed for the bean-counting 
department can be purchased. 


Selling even occurs when you want the bank to loan you money or 
extend your line of credit. You must sell your banker or vendor on 
your ability to perform and repay. 


And a sale is always made! 
Either you 

sell the customer on YES 

or he sells you on NO! 


7. Have fun and be funny 


‘ain't brain cancer. it's your career, Hawe 


an make prospects laugh, you can make them Bay 

al Tacit approval leads to contractual approval 

pees We sil wes ia 7.5 Never get caught selling 
‘must change the 

es to break even, my 


ses We 


re nous 


ses lines, and techniques contained in 


the science of selling, so you ean turn selling 
+ challenge is to learn to use these techniques and 


Gjehange in the sales Process that wip n 


Be cea asa ses protein principles daily to suceced in the real world .c your meniie 
ee price Or sell to somiconc who willy oe, en 
ace If you read one lesson in this book everyday and practice a8 300m Hs YoU 
yout sm read it, ou will have more than 100 lessons and mone than 1,080 
techniques in les tha 6 month 


jyou must still be a master of every 
pts aliferent Mu fly Hey, want to learn the best, easiest surefire way to sell everyone you meet? 
Pencarian fer seling Try reading Grimm's Fairy Tales ~You won't sell everyone, But you ean 
someone isan art. Baloney sell more than you're selling now, much more, There ts 
ed, repeatable set of words, ges noe Thee a a 


And it’s fun. 
the prospect (0 buy. Like science ig 
‘what works best or What theories When you read The Sales Bible, you gain new knowledge and implement it 
daily, Learning from the daily experience of its implementation leads (0. 
sales mastery, If you don’t follow the process, sales will remain a mystery: 
ig0u can apply them today: ‘You may not fail, but you won't succeed, Not the way you want t0, 
10 master (em. Herv are 7.5 
fin the pages that follow Selling is fun, selling is lucrative, but only if you're willing to get serious 
r Jour co: be at it, 
tomer wants, needs, about your commitment to being the best you ean be a 


‘To succeed at selling, you must realize that there is not just one way Co sell; 
there are thousands. You learn a litte from everyone and combine it with 
your experience and adapt it to your personality to develop your style, 


‘The one thing 1 have found after selling and studying sales for 30 
is the absolute truth ~ the best salespeople are the ones with 
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and that's how 1 hegan te 
elling and networking while others 


Want to know what to do? 
nula. BUT i¢ will require a different (than last year’ 
0.114 You what to do, Dut YON pot 
i Get Ready! These are the strategien and 
the dot. bombed, rose<coloned New 
ing, not as robust,"New New Economy where 
so roxy. or are at the very least uncertain 


5 sales and personal strategies needed 
to succeed in these new new times, 
and a new new question at the end 
of each strategy to test your reality: 


1. Guard your present customers with your life. Others will he 
eyeing your customers like a hungry tiger ready to hunt fresh prey. Now is 
the time (o invest time and money in relationship, New new questions 
What would happen if you lost (Wo of your top 10 customers to your 
competition? What's your plan to be CERTAIN that doesn’t happen? Ouch! 


2, 11's the relationship, not the price. When business isn’t expanding, 
‘everyone will be trying to steal your customers with a lower price, Your 
biggest opportunity is to build relationships with value (help customers 
build their business, give them ideas they can use for thete profit) Your 
biggest vulnerability 4s to ignore your present customers in quest of 
additional customers. New new question: What new ways have you 
created to build relationships? 


3. It’s now time to do the things you didn’t do (or put of 
you were fat and happy: Surt here Train yourself to be the b 
‘your people to be the best. Now is the time to invest in your pe 
the best possible training both in sates and service, and now is 
to encourage your people to invest in their own 
New new question: What is your training bu 
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‘of value by being seen and 
hecome known asa person of value 
{(not brochures). This is a combination 


eadership,and repucation. tn this 
‘who you know; i's who knows 
10 people in your industry 


and prospects 

Hew ideas to help them 
customers need 

ts? Or would they rather 


wt Bt over it But your best chance for 


is 10 have lots of 
; ‘of customers who LOVE you, 
New new question: What do people say about you when youre not therth 
9. Make decisions based on who you w 


Peter ant to become — not 


is of your monthly quota. Eventually this mess wil 

AS the smoke clears? Please nore (hit di not 

Secause when the smoke cats its (05 Me 

we words, deed, and actions, wil bea Kegtey 
<LI you heed the words of Dr Paul Homily Wh 

based on the person you want to become 

present situation? then all of your actions wil be 
ys-term relationships rather than shoreterm quotas 
New new question: When you make a sale, are you making shortterm. 
compromise or longterm commitments? 


10. Spend more time figuring out solutions than whining about 
problems, ° You can't be a winner if youre a whiner, wienen Thats a 
famous quote said in 1993 by me after 1 observed who came out of the 
recession of 91 and who didn’t This isa time to prepare and be your est 
‘and you can’t do that if youre whining The good news is, most people will 
be whining, This leaves plenty of room for you to suceced, Note well: 
People will stil be buying during this period of time. They just won't be 
buying as much, Business Gules) will go to the prepared, New new 
question: What are you whining about? What sotutions make you a winner? 


11. Study attitude; don't just think you have a good one. Spend 15 
minutes a day reading The best time is in the morning, before you start your 
day. Read happy. positive thoughts, even if its just a re-read of a Dr Seuss 
book. (The best one for salespeople is Grven Hays cane Ham) New new 
‘question: What are you reading every moming? Orare you just watching TV? 


12. Invest, don’t spend (in money, in time, in business, in anything that 
‘you do), Now is the time fo guard your assets Gand perhaps the 
form of the word), I's real exsy to put your head in the sand and dink 
‘everything will return to the way itwas/The reality 1, dig in, 

assets to build a fortress of positive thought new n 


wg you sy every ac id 


re, fax cover sNec 4 
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rson, no an evening person. After 43 
ay thoughtsare better and clearer in the 
think," You've got it all wrong, Jeffrey 
The reason most people don't 
Is because they're so screwed up 
‘the morning. New new question; 
ghours? What else could you 


Your success on the 
HOt beer (re-reaet number 


the evening that's keeping. 


21. Figure out the daily dose and do that no matter what. Part 2of 

ak the goal down into daily actions, Save $1,001 

five appointments a day. you figure out 

sey smallest hit each day, any oa within 
New new question: What small bit could you do cach dy 


22. Bet on yourself -- and get in shape to do it or you won't win 
1 material self New new «question: What can 


meaner’? How much are you investing in yo 


23. It is, and always has been your attitude. if someone asks you 
’ spond with, Cashin’ checks!” New new question: 
v ay when people ask you,How's it going? 


24. It’s not up to your company. Its up to you. Take responsibility 


and cwne ur job, your work habits, your customers, and yourself 
New new question: Who are you blaming for things you should be taking. 


24.5 Regain the tenacity you had as a 4-year-old in the grocery 
store asking your mom for a candy bar, and not taking “no” for 
fan answer. How often did you make that sile?As often as you're making 
sles now? How tenacious were you then? Now? I you need help inthis 
irea, Uke your child shopping, New new question: Giving up {oo soon? 
What could you be fighting harder for? 


Wow -- that's a list. 


[All you have to do is master each strategy and the market share will 
remain yours. 


Business Summary? Sure There's less (but Jots) of business, but don't be 
looking too hard and look past your Digest asset ~ present veins and 
‘vendors. (Yes, vendors.) Do all you can to keep your: CUSTOM . 
peeause your foxy competition is hungry and looking for food in your hen 
House Take new new steps to keep your customers loyal: 


‘new new economy will be shaped and 
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And here’s the tested and proven method ... 


‘On 3 x3 yellow Postit Notes write dawn 


‘funding for business; win salesman of 
itizens Banko, 


2. Write down small ones 


Use three more notes and write down 


ds (read about attitude 15 minutes-a day 
nize desk; build new closet) 
3. Put them in front of your face ... Post them on your bathmam 


re you are forced to look at them ~and yourself every 
4s and evening. 


them aloud each time you look at them Look AND siy 
3s the affirmation. 


5. Keep looking and talking until you act. You wil ook at them 
Uunuil you are sick of looking at them and will begin to take action = 
Achievement action ~ and accomplish them, 


6. Seeing the note there every day makes you think about acting 
‘on it every day you start acting, the note triggers a What do 1 have 
to do today to keep the achievement on target?"The note forces You to act 
To achieve your go 


By posting the goal in the bathmom, you are consciously reminded of your 
‘goals at least wo times a day. From there your subconscious gets into the 
act, gnawing away at your soul until you are driven to fake positive Wetlon, 
‘Achievement actions. 


And when you get to the top of the mountain = when you achieve what 
you've been working for ~ aL last you ean say the mage words, Seream, 
them ~ [DID IT! (Screaming positive things always feels 


6.5 Revisit your success every day 

your goal is achieved, fake the Post-it Note off the 
Iriumpbantty post 1 on your bedroom mivar Ne 
check out"how you took for the day? 


able to set the ¢ 
yu are 
Fae ning by looking at (2 
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Part 1 
The Rules, the Secrets, the Fun 


The Book 
‘Rules 


dx 39.5 Rules of Sales Success...... 22 


de Sales Success Formula 


Ahal™ 27 


“This Rules!” 


Beavis & Butt-bood 


Rules 
And the guidelines that 
turn them into s 


How do you turn a 
Prospect into a customer? 


Let me count the ways, 
There are 39,5 ways, 


Read them and you'll 
Aha!” 


Follow them and you'll 
Thanks for the order 


Sales rule! 


sly 


Following 


amen 
mules of S¢ ill Jag 
les ste dh 
sal hong 


high pressure sales 


rules of sales Success 


Pei ey kat dont know HOW Lo succeeq, 


loach On the court An aske<t bin, gy 

ill. walked under the basket, ancl syn 
Sak grilly"99% of all basketball gamer 
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that 


Pow secess (OF fullure), Winning at q 
pensure a win, you must take a Proactiv 
Pisa important part of that process, 1¢ a 
autor sales?"I'm not pushy enough 
My boss io Jerk” or 
the wrong path. 


Hrlts Of successful sate 
people. 
ny of these guidelines can ag 
achieving sales success, 
see it every day; 


The ook Rules 25 


Set and achieve goals. Make a plan 


; Define and achieve specifie 


short-term chow you're going ta get swhat 
ad map that will direct you to success, 
4. Learn and execute the fundamentals of sales 


Never stop 


‘apes, attend seminars, and practice 


arn something new every day and combine ft 


the fundamentals gives you w ehoige 
4 relationship or partnership, sometimes a technique 


5. Understand the customer and meet his or her needs. Question 
c spect and uncover truc needs, Don't prejudge prospects 
6, Sell to help... Don’t he greedy, it wll show. Sell to help customers: 


7. Establish long-term relationships. ne sincere and 
way you want to be treated. If you get to knaw your custome 
concentrate on his best interest, you'l earn much more thas. corsmssion, 


8. Believe in your company and product _. Helieve your product oF 

service is the best and it will show. Your conviction is evident {0 a buyer 
nifests itself in your sales numbers. If you don’t believe in your 

{, your prospect won't either 


9, Be prepared ... Your selfmotivation and preparation are the lifeblood 
ach. You must be eager and ready t0 sell, oF You Won't, 

ce the sale with a sales kit, sles tools, openers, questions, 

\l answers. Your creative preparation wil determine 


statements, 
your outcome 


10. Be sincere If you are sincere about helping, it will show, and 
vice versa 

111. Qualify the buyer... Don't waste time with someone who ean't 
decide. 


12. Be on time for the appointment ._. Lateness says,"1 d 
your time. There is no excuse for lateness, If it can't be a 
the appointed time, apologize, and continue with the sale 


13. Look 


‘your product 


Feused to bene 


al ree 
rou the 
sre inowiedse in-the 


the ile 
Te customer doesn't wan 
tr row how i il Hep hin 


know 
ashe 
Ipeataloss to remember what you saig 
Ht... The best way to turn a sate 


eras promised. Failure t0 do what you say 
or your customer, is a die 


Ifyou do it often, the word gets our 


Dut 


«Ifyou have nothing nice to say 
uleto break The sirens are sweetly 
With preparation and creativity — 


‘will often tell you when 
Listening is as important 


27. When you ask a closing question, SHUT UP The frst rule of sites, 
28. If you don't make the sal 
rewrn ake the 


ike a firm appointment to 
+ appointment when you're Facet 
road to the next one: Mi 


ake some form of sal 


29. Follow up, follow up, follow up 


low up. fe Wittakes between Sand 10 
one sale 1s mile be prepared to do whatever 


300, Redefine rejection They're not n 
30. rejection rejecting you; they/re just rejecting, 


31. Anticipate and be comfortable with change 
is change. Change in products, 


A big part of sales 
tactics, and markets. Roll with it to succeed 


32. Follow rules ... Salespeople offen think niles are made for other 
Think they're not for you? Think again, Broken rules will only get you fired 


33. Get along with others (co-workers and customers) Sales is 
ever a solo effort. Team up with your coworkers and partner with your 


customers, 


34. Understand that hard work makes luck ... Take a close look at 
the people you think are lucky. Either they or someone in their fimily put 
{n years of hard work to create that luck. You can jet just a6 licky, 


35. Don't blame others when the fault (or responsibility) is yours 

‘Accepting responsibility is the fulcrum point for succeeding, at anything. 
Doing something about it is the criterion, Execution is the reward (not the 
money - money is just the by-product of perfect execution), 


36. Harness the power of persistence ... Are you willing to take no 

for an answer and just accept it without a fight? Can you take 0 as a 
challenge instead of a rejection? Are you willing to persist through the 5 10 
10 exposures it takes to make the sale? If you can, then you have begun to 
understand the power “ 
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Ho mun in a race, but how Jong 
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Sales Success Formula .,, 


Aha!” 


Attitude -- Humor -- Action 


This is a combinati 


elements I have found to be effective for sales 


the surface and 

and even simpler in prietice, Each 
clement contributes to the whole and is vitally linked to the other Fwo, 
They are useful by themselves, but together they make silés magle 


achievement. It’s simple 


Here’s how it breaks down: 


Attitude -- Your positive mental 
every endeavor of your life, Positive 


tude Js your driving force to success in 

tude Is not just A thought process, 
it’s a discipline and a commitment, Bach day you wake to a rededication 10 
being positive, thinking positive, and speaking positive. .es not something 
that comes and goes. It's all consuming, Itmakes you feel good all the time 
‘on the inside, no matter what the cireumstance is on the outside, All the 
time 


Humor -- Humor is not just being funny. It’s how you see things. Humor is 
2 perspective for effective living and a successful career in sales. 1's your 

sense of humor AND your ability to find and create humor Making others 
laugh and feel good in your presence, making others smile, Hearing" like 
tulking to you. You make me laugh, oF"You just made my day."That's whit 
humor does. It makes others look forward to taking to you instead of 
ducking your call. It's medicine, sales medicine. 
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Knowledge of sales secrets 


‘The monetary results will astound you, a 
hutthe personal reward Sect el S 


is way beyond money. 
x do salespeople fail? ‘ 
H Follow them to the letter UNMET hese sales secre 
y te: Are you bom to sell 29 master the mystery, 
and you'll Say... 2x Do you have a self-imposed 
mental handicap’. 
ve How the customer wants 
to be treated, honestly 


effort 


2x How a salesperson wants 
to be treated, honestly 


x The elusive hot button 
How do you find it?..u.sine 43 
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117 twateh the news for about L hour per dy 
(1B Lead the paper every diy. 

1. treads news magazine every week, 
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she plot thickens. Several national test h 
atistics about why salespeople fa 
Improper training ~ be 
Poor verbs 


€ revealed the following. 


‘esining — both product and sale skis 
and written communication skis 


1 oF problematic boss o 
mort boss oF management 


sible, est i Salespeople (or anyone else could 
ve if they just change the way they think: Fal Nightingale 
7 ape. The Strangest Secret, reveals the secret of a poniive 


titude We become what we think about. But its a ge iptine 
must he practiced ... every day, eas) 


Want to begin to change your attitude? It will miriculously affect your 
success (and income), Live these thoughts and exercises! 


U When something goes wrong, femember it's n6 one’s fault but yours, 

You always have (and have had) w eholes 

W 1 you think it's OK, itis. if you think ity not OK, ite nat 

UV Ignore the junk news = work on a worthwhile project, make a planar 
do something to enhance your Iie 

W for 1 year, read only positive books and material, 

When you face an obstacte or something goes wrong, Hook forthe 


opportunity. 


V Listen to attitude tapes, attend seminars, and take courses. 
W Ignore people who tell you that"You can't or try to discour 
U check your linguage- Is it balf full or half empty, partly 
sunny? Avoid 10), can’t, won't : 

W Say why you like things, people, 


W Help others without expectation oF 
say;"T'm not ‘cause he's not)” 


When Vince Lombardi 
said, 
“Winning isn't everything, 
its the only thing,” 


Selling is a learned skill 


acquired by people with 
attitude, aptitude, fortit aaa 


and persistence’ Be 
Are you born to sell? 
No, you learn to earn! 


k 


out fearning and applying the science of selling, 
1u in sales and not performing the way you want (0, ort 
into sales and wanting to have some idea if youll 


great salespeople, How many do you haye? (IMPOI 
middle ground between yes and no for sales 


The Hook a eee 85) 


ih a posiive aticuce 


Are you mi M8 Opportunities because 
OU are too focused on obstacles? 


Do you have a self-imposed 
mental handicap? 


People with physical disabiti 


* regularly overcome their challenges 
handicaps) in a way that inspires their nomandieapped counterparts 


People with scitimposed mental handicaps need help Selthelp Wish oa 
mental handicap? See if these excuses sound familiar 


+ Lcan't get him on the phone. 
(better She won't ret y calls, 
chance if you answerea * She won't return my cal 
ol Perceptive, self motivated, and * He won't give me an appointment, 
would mean world peace, an 


* Loverstept. I forgot. didn’t write it down, 
No one told me, 


* She didn’t show for our appointment, 
* T can’t get him to commit. 


ta second while I go get my violin. 
Dan sate heetae eee 


Mets 37 
bs from woe 1S mal 


situation. 15 20% the rain Don’ ch of th 
for ero Yo havea choice use a bunch of time-worn 


sales techniques to pressure me 
40 buy when I don't want to, 


sey situation Take responsibility 


peo 00 


Seep guess what, Boa — itn them How the customer wants 


better every da 


Beecticn Fy to be treated, honestly. 


To be the best salesperson in the world Gand I hope you think you are), 
you must recognize listening as the first commandment of sles, S041 
started calling people who buy and asked them what they want 
salespeople to do. How they want salespeople to act. What they want 
salespeople to say (or not say). 1 listened, and 1 wrote, 


Unless you're an order taker, the treat (handle) a 
prospect will determine how ‘flea you getthe Gel sale is 


always made ~ either you sell the prospect on yes or the ‘Prospect sells you 
on no, - 


Here is a list of what customers want from salespeople ~ direct from — 
their mouths. to a nutshell they are saying, “Here's how L-want 
How many items on this list can you say you fulfill each time 

your product or service? These customer requests will help yo 

more often. If you use them in combination, you will 

build a relationship and close a sale. 


rodueuservice iS perfect for 
te undersea Ow i 


ro buy ifyou can pro 
my confidence, or 
n't believe mos 


ot More 
a wo forswith the same situation ay 


yell with it. 
s as omer - One testimonial hay 


me afier you sell me 
promises in the past. 
¢ is fair 1 want reassurance the price 


me feel ike I'm getting. 


The Book of Seerts 39 


« Don't tell me what 1 bought or di 


‘Wrong ~ 1 want to feel smart 
ed show me how others 


‘« Listen to me when I talk 


Tm trying to telly 


to sell me what youve 
+ Make me feel special - 1¢1 
Jd about it. Ital h on yo 


you what I want to buy, 
800 SHU up and listen, 


Boing (0 spend my money,1 want to feel 
5 Words and actions, 


Make me laugh ~ Put me ina good mood 
Making me laugh means Lagree with you, 


and I'm more likely to buy, 


‘ind you need my agreement to 
make a sale 


+ Take an interest in what 1 do 
it's everything to me 

« Be sincere when you tell me things ~| can tei 
just to get my money 

* Don't use a bunch of time-worn sales techniques to pressure 
me to buy when I don’t want to ~ Don’t sound like 4 salesman, Sound 
like a friend, Someone trying to help me, 

. yer me what you sell me -- when you say you will -1F1 give 
Elana ede and be disappoint me, it’s ken ica bosey ete 
you again, ¥ 

* Help me buy -- don't sell me I hate being sold; but Hevea! n 


~ Ie may not be important to you, but 


You're being phony 


Thave given you 25 statements made by buyers about how 
sold. Take another 10 minutes to review how many’ 


Return my Phone cay 


lesperson wants 
fo be honestly 


vant to be eee? 


thousands of sfespeople who tak about hs 
muny ofthe ens belaw can you Bonestly (there goes 


iu Won ai) 90 do nyu relationship with a slespersne 
mole This section is not about a bunch of whiny 


Jabout how they're being mistreated. Rather it's a 
salespeople need to build relationships 


+ Ifyou don't decide (or aren't the ont 
and tell me who (or who else) doce 4 


« Tell me how you feel while I'm pre 


ision maker), tell me, 
makers in person 
Ig. 1.1m doing something 
+V¢ You better, 
8 MY presentation, No 
ang your mail Thnk 
- you do, will help us both. Your true 


sales cycle and make us by 
: Nake us both more productive 
You won't hurt my feelings ~ L really want ta know the was : 


U can help se 
+ Give me your undivided attention durin 


ple running in and out of re 


« Tell me your real objectio 
t il shorten the 


jour secretary says,"Oh, he’s out of town 
ourtesy, Do what you say:Tha 


‘you spent your budget for 

out my product oF service and if you 
want to buy it now, next year, or never 
* If you don’t have the money and you want to buy, tell me, $0 1 
can help you find a way to buy. Don’t et pride oF exo yet in the way of 
the selling process. Salespeople run into people without money all the 
time (Loo much of the time, actually), and we want to help, 
* Don't play games. Don’t say."I can get it for $500 fess, Wil you m 
the price?” or“I'm going to shop around to see if yous deal isthe 
[might call you back. Be straight up with me. Put your cards on the t 
if you want 4 long-term relationship dike Ido), 


* Respect me. Often common courtesy will do more 1 
relationship than anything (besides a big onder). 


n't you just tell me 


the answer Why do 


ft Ben tough this isa fantasy 
a en fe want 


is rude to - won't return the calls 

this - Do you hiave salespeople? Are 
‘ ‘want your salespeople treated 
about it the next fime you don't return a phone 


The Book of Secrets 43, 


The hot button is a bridge that can et you 


Srom the presentation to the sale, 


The elusive hot button 
How do you find it? 


All sles training: includes this line: 1/1 want to mia te sal, be sure to 
push bis bot button, Great, where's that? Ies within plain sightit'- within 
asking distance; i's within listening distance. Allyou have to dolsbe aler, 


Pusbing the bot button only works if you ean find it Here ane som 
ways to discover or uncover a personal or business bot button tn 
conversation (NOTE WELL personal is hotter than bust 


* Ask questions about status and situation -Where 
where his kid goes to college. Where the business 
where it came from (history). 

* Ask questions about issues of pride ~ Bigg 
‘Biggest goal this year, f 

© Ask about pes 

Fret of his fee ter Wargo 

t hat he: i 


ould do if he 


=a Listening isthe hard part. Listening , 


pmo as an te ares 


said or alluded 10 - What fist sd in 


Mh the mind of the responcleng 
wat yu talk about first. It may 


but it wil provide insights (0 1 


es —The tone will depict the 
sand foudness will Indicate passion, 


‘responses — Kneejerk reactions 


ation OF StOFY ~ Something 


hing sald twice 1s at the front 


The Book of Seas 45 


Wands of caution 


the hot button is sometimes a very sens 
shee ramifications thatthe prospect is ngpeeap 


issue 16 to sey 
you sense the i ny. don't push too hard, 


* the hot button is elusive. Bur you c 
Spservation. The bot button is a prize yo 
prospect with care. The Hot button isa 
presentation to the sale 
= The hot button is an elevator. twill go alt uy 
0 all the 
{he sale). But it only works if you push the button, ne Mor 


itive issue, 


‘The hot button is a bridge that can get you from the presenmulon tothe 
fale. All you gotta do is find it. How do you find i Ee ata i 


Watson. In 1888, Sherlock Holmes stid,*Itis a capital offense te thea 
Pefore one has data; You gota be a detec to Ieee Rae 


THE SALES BIBLE Eh, 


: rhe Rules, the Secrets, the Fun Confidentially, 
D 


| iseningis the hard part The 
Listening is the nara part. Book 


Listening is the important part. (DO iimeenn 
of BIG km 
The ‘hot button” is in 
the prospects response! Secrels ved you to El Dora 
| 2x More sales are made Well, not actually, but if 


with friendship than you follow these secrets, 
salesmanship you ean buy an Eldorado: 


46 naouse ae 


e some deep, dark 


% Your best prospects 
present customers 


ve Make a sale on Monday. 

ve Rasiest way to make 
Top-Down Selling’ 

‘ve Your personal mission 
statement... 


your 


competitor couldn't blasy 
‘ha autiay from 4 custome 
Be iho ts also a frieng 


were fighting OF arguing with 4 
ow know better than tha 


The Book af 


- 5. How dig 
Think abo with them? If 


| they jet that way? 
you're fri 


minate the need for price che 


Don't 

ds with your best 
-cking, price 
20 caaands You can even occastonally pve 
fad service and still keep the customer 

bad se 


another huge bonus to being friends ~ 


‘ompetition is eliminated, 
best competitor couldn't blast you away from a Gus aD 
is also a frien 


thing i's a wasted call, Nothing could be farther from the trath 


How do you start? Slowly. I takes time to develoy 


1P a relationship; 
it takes time (o build a friendship. (if you are reading this nd thinking, 


<1 don’t have time for this relationship stuff. I'm too busy making ales 
im a new profession. This one won't last long) 


r 5 mistake 
Here are a few places to eet a our custome Te at sake 
slapopl make in a tlt a i ng IT He 
pate hours Sih te, people ite pecan money 0 yur 
‘A dfferent venue than the office will begin bulding endships 
relationships. Here are a few to ponder: P 
+A ball game. 


salesman 
qobea master sexy 
so her Hall of the market. So 


in your car 


ting the fact they can’ 
Benes That ste bigaes 

aot eve Heard. Al the salesperson 
‘of value to the table and faite 


ook og Ses $1 


Your present customer bas a bistory of buying, 
! terms, likes your product, and likes you 


What are you waiting for? 


Your best new prospects are 
your present customers, 


Who isn’t! It may interest you to know that: 
HOT prospects you're not paying attention to = 

your present customers, 
Consider these 10.5 assets already in your favor: 

1, They know you. 

2. They like you, 

3. You have established rapport 

4, Confidence and trust have been built 

5. You have a history of delivery and sat 

6. They respect you, 


yhen your present cUStOMICr 
or you, dripping, With Busts 
Man that Ik Beats cold cai 


~ urs to buy rm 
present customers 
get your 


buy new things. Your 
rement about how your new 
will serve better or produce 
|= then let them buy: 


A Seer 58, 


ater whether you mak I 

sre: No matte “ _ 

No of your customer buil ship a sa goa i 
ship and goodwill, 


wfyouc 
v 


suse like 
fame exc 
really mea 


+ You have filed to establish enough ma 
with the customer eh rapport 


ve sold them everyt = VR 
Nd th hing 1 can sell them? byte! 


+ You have probably not followed up-we! 
Cor at all) after the sale. Pye 


+ Your cusacer tad ame pro 
reluctant Co call and open a ean of worms, 3 


ced of more sales and 
creativity training, 


+ You're in 


And the big one 
+ You haye not developed a proper relationship 
with the customer. 


“Most salespeople think that unless they are calling a customer to sell 
‘something, it's a wasted call, Nothing could be farther from the truth, 


week ts to use Monday 
Sebedule your hottesy 
Monday morning 


3 meetings on 


be with a 
Ve 8 appointment. You 
If time permits, 


makers are early risers 
1 training « 


or both), and instead g 


an also try a 
DF motivational tape into 


our head with new wl hep 
yon hea with new know at 


3, Make at least five appointments for the rest of the week .. 


pave a Monday full of success and posit 
iy not ne f i d positive anticipation? Ws up to 
wu Pick up the phone and work at it 


}. Work like hell all week 


Friday. How you do on the las diy sets the tone forthe neat week Most 
lope slack off you Work intensely on Friday, wil ensure puccenrat 

peoprand give you good feason to have great weekend 

5. Learn something new ... Continuing your sales education 

throughout the week on a regularly scheduled basis is as important to yout 

Quccess as any’ other aspect of sales, but make sure you listen on Friday 
ening. 

6. Make a sale on Friday afternoon 

afternoon... nothing like ending the week 


ew 


here is one Person yOu are 


‘can male a decision: The Co, 
Whystart anyplace else 


cheing introduced by the CEQ 


and scoring. CEO appointment 
eady before you start. You only have 
1 one. ly have one shot at it; make 


a writte Target 1 10 10 
+ Have & Companies and de 

feriting wiiat mplish and what it will ake ee 
area ake 10 wet what 
«pe totally prepared to sell before you make 
fates pitch, concept, samples, datiy 
pefore you make the first call 


the call ~ Have ever 
c everything 
'eP) Prepared and in front of yuu 


entify the leader (by name) and get as much 
iuentify the leader (nan get ‘information and as 
‘many characte JOU can ~ Make calls to under 

ssoclations to get pertinent inform, you meee 
eat ton before you make the big eal, 


2, Use the right tactics when getting to and getting through ... 
«Ask FOR HELP 
se ifyou get the president's secretary, get her name and use tt 
«+ Re polite, but firm, 
+e professional 
«+ Persist ~ you can't take the first no or rebuff 
+ Get his name ~You can try “how do you spell his list name?" but its 
‘embarrassing to hear J-O-N. 
+ Ifthey won't put you through the first time. 
> Get his extension number. 
>> Get the best time to call, 
>> Find out when he usually arrives. 


it be thrown out if you go past 5) 


‘hy the hand and 
ip Wher acrualy co 


he Hook of Wp Segen $9) 


g.make your S-minute mecting the best you ever had, 


epave a proposal nr 
J pave notes on ¥ENTHINE YOU WANK {0 cover 


F juve alist of anticipated questions and answers 
‘itive samples or something t0 demonstr 
‘prave credibility builders best letter, something in prin 
+ Be early 

‘took as sharp as you've ever looked 

+ fle knowledgeable ~ have answers in terms of how it works forthe buyer 
+e memorable ~The thing that sets you apart, the thing tht gts 
remembered is the thing that leads to the sale 


+ Deliver -You have one chance, Don't blow i by not following through. 


Its the most challenging, rewarding fun you can have in sales! 


The secret of top-down selling 
is the 4.5 R's 


to write yours, It builds youy 
the same time it lays it bare. 


on statement. 


philosophy. and purpose 


ou do it right. Here 


ture 


Post it where you can 
see it every day, 
Sign it in big, 
bold felt-tip pen. 


Live it. Live it every day, 


attaching mine to Use as a template for yours, Feel free to 
ita Bese: i iss helped ‘achieve some tough goals in 
times, of 


= 


Laugh Last! 


he Rules, the Secrets, the Fun Humor 


Jeltrey Gi 


don Statement 


personal Miss 


Hyow're Serious about 


Succeeding at a sales 
ve them scl . wena 
ny eden eon ? : 
Hakrstand ue ways of tI bis re 
Iwill hem go0d PEFION oe 
witelp others when tam able, without sterifcing 


in Lcun, no when f ean’ 
1 will say yes wh ae 
Iwi beth ype of end cer tha they oe 11 
| will not be ashame or emaarransed (0 ask for help 


Go ahead, make me 


{wil seek business leadership positions 


| 
OKO} 
It warms the coldest 
Twill continue to be y lee : H oh 
{in sles, marketing, tuning, Writing, and business consulting. og 
My expertise and technology will position me to serve lim. 0] 


Iemakes sales, 
businesses and individuals with the highestquaity plans, eeports 
‘ining, advice, business expertise, and customer support 


The Biggest Secret [tia 
| will strive to bulld quality long-term relationships . 
| ‘with my customers and vendors, and to deal fairly and honestly 
‘with all people and companies | encounter, 1 will continually 
| “endeavor to increase the level. ‘of service to my customers 


Humor mel 


ugh 
alll the way 

to the bank 
your bank, 


ve A funny thing happened to me 
On the Way 10 a Sale! sj.cscsssie OF 


no, start thanking them 


get one step closer to jus 


Te takes you five no's Lo ger 
ifiey know anyone 
the three more no's 

to tell you 10, because 

vay, Humor. How much 


asthe example OF Victim ofthe joke, 4 
fe people won't get the joke. Sitence ann 
Pe wake su 


1 Of a joke ig 
fore 


wie where 
at People's elevator 
NEVER Bet i 
ic humor or make eth 
sideline, that's a rule 1 
fo tiyd rather have the p 
ay friend's opinion " 
e you tell a joke. Try to deter 
‘ Listen before y os to determine the type and, 
or of the Person oF People youre addressing The wry humor 
fei fil you as fast as the right humor wil let you ve ¢and sell) eternally 
Try using personal experience rather than story-type jokes, 
hing funny happened in your office, with your kid, or when you 
¢ a kid, rather than "two guys were walking down the street 


. tell a joke that prospects or customers have h 
S a tually ‘negative to make them hear it againcties yee 


That's one jreat 
on for using personal humor ~ they are sure to be hearing it for the 


‘Timing. Timing. tumor properly inserted will turn the 
‘or crowd in your favor. But be forewarned ~ there ix never right 
‘a political or religious joke told to someone you don't know. Don’t 
nor where it's not appropriate, 


16 menus re mm 


pon dread cold calls: laugh 
aay: salespeople have when it come 
ur he had a big fear of being th 
Ft ea sige 1 0 
‘cold call on one-story buildings 
o a eabworld selling situat 
a om ful smokers Tate smoke SOI reco 


them off. There is # fear 
isto cold calling. A salesm, 


this strategy should be 


dion. I was mak 


ae ina room. 
my and she w. 
re war ng with end, eck Brow. nd 
Fe ugh eas tal smoking and How hard she ws tr 
just couldn't. Lasked, "Have you ever tried the gum ~ you know, thar 


‘icotine gun She sti tried it, but I couldn't keep i tit 


{made the sale. f you can make ‘em laugh, You can make ‘em buy 


THE SALES BIBL: 


Part 2 


preparing to WOW the Prospect 


T 1e 


Boo < of 
- 


& The WOW factor. Use it to land 


the big sale. 68 
2 Are you using the WOW 

factor?..... 71 
2 Remember me? I'm a salesman 

«+ like all the others......ss00 74 


Dol 


Are you just another 
(business) card. 
Salesperson? 


Does Your pitch come 
Straight out of a (tin) ¢ 


Are they going to forget 
You as soon as you walk 
out of the door? 


Are they going to take 


your calls again? 
Return them? 


If you're not outstanding 
in front of the prospect, 
you'll be out standing in 
the street, 


WoW 


The WOW factor and your closing rat 
em, it's likely you won't sel 


i. | developed a toral WOW 
designs and mock-ups; 


The Bok al WOW 69) 


shad evo mentors help me with my prese 


Jecades and one of the nceas ey Bove the 


"est people 


f appointment. walk in.9 Me Book’ ofce wn mdhow 

Pe attan ad he siys,"OK, Gitomer, | read your a 
fies" Tstart in in 

es Hon in te: 


(The longer he 
ances are.) Forty.five 


Mr-Book says,"I'm interested. Leave me your stuff (my only coples)and let 
me run it by my CEO” Great. I've got three other publishers to see in the 
pest three days, and this guy wants to keep half my tools "When will you 
pe mecting?”I ask lightly, "Before the end of the weeks he says, trying to 
jain a position of power. (Here goes my risk statement.)°l have aight. 
Gilemma, and I need your help;'T said,"I've got several appointments over 
the next few days. Do you think you might have a chance to discuss this 
swith the CEO by tomorrow?” 


“Ashould be able to; he said. 


Why don't we set up an appointment for the end 


ThetlookocwoW 71 
Mr 


The WOW factor 

Wo vf Or can be used by anyone, 

'¢ problem is that mos Salespeople 

nae =e Won't Sacrifice enough to create it 

ait ‘eas have. Itell ir 1 : 
n ici © calls. He Is now totally 


Are you using the WOW factor? 
Epon terms.AdvANces, royalties, and 


» most powerful aspects of sales - betng difenn 
. ye of the most P ; Hg diferent 
j= now he's closing me) “Yes, I say ert Hs WOW? ... WOW is sales 
eww and let you know and wats out es the strong from the weak 
rates the sincere from the insincere, 
* ‘s the sales pros from the cons, 
separates t 

a him eee by at WOW is the full measure of your sales power and the way you use It 
ils He says OK. I'm a 

Hecide not 10 call 


‘gre you WOW? Is WOW a factor in your selling process? 
How do you WOW the customer? 


‘ean measure how much WOW js in your sales effort by 
Taluwing 10 aspects of what make up WOW: 


persistent To reach the prospect, to jet 


question, isten, and question 
Sarin 5 minutes oF less. Write 
Peaking Don't interrupt 
competition and every 
Ihe sale in finished form (design 
{WOW computerized presentation 
rkey areas where yOU Beat the 
no one else would do, 
say and the way you act — uiiy 
the presentation. Use humor, use 
though the deal were done. Use total 
esereaming at you about how to act 
with cockiness. One works, 


way: Don't leave without 
‘a writtendlown next 


The Bonk ol WOW 79) 
urself 


Getting 19 WOW 

See carry or the plana 

Gacpine carryout he centr 
fmplement te clanges You can do itifyou want a ens 
Are you WOW? Ask yourself 


+ Would you buy it if you were the buye 


+ Do you have what it ukes to stick with it stick 
to it, and do it until it’s done? 


+ Will the prospect be moved to act as a result 
‘of your presentation? 

+ Will the prospect go home or around the office 
and talk about you in a positive way 

+ Do you epitomize the 15 WOW characteristics? 


‘There is a challenge and sacrifice needed two put WOW into your selling 
process. If you have the fortitude to put the package together then yo 
‘must put your WOW in front of the prospect: Here are the final s 

- incorporate WOW into your presentation, Notice that all are it 


The Bonk ob WOW 75 


pintme sider the he thinks of them 2 ty docacls 
rben you leave a7 appointment ong Sheers ah The gtmbassadors of his company, 
orhing nent, Will ANYONE FECA yy Bis tuners: They are reat tly otrfce with his 
that you Were theres ahhh 
Get with the times, Want your business cans to be 


world? Better pull yours out of your 
t the basics covered. And man, 
Im needed for conducting 


check that y 


Nisines today, 


Remember me? I'm a salesman eee 
like all the others. oo ne ian yn one 
* Name 


“she is our corporate masces pliys a * Title 

yo a ecg whencrer Ace 29 Important paper 

dit sing on itive her card ou in seminars and trainin pry * Company address 

fun and ugh But everyone who gets her car Keeps i, sho + Email addres 
email address 

someone es, tals abot it and talks about me, 


* Company name 


ab * Company's Web site address 
id image in the mind of the prospect that Phone (with area code) 
show you do it. What you say, 4 Fax (with area code) 
a + Cell phone Gf applicable) 


4% Company logo 
Youd better make them memorable ... and make them quick. 


A note about e-mail. \C you've a company of any size aval 
‘more than just you being a Lone Ranger at your desk in your 
‘email address. None of this Hotmail of AOL crap Those 

be for personal use, not for professional 

company to look like its going to be around 

get yourself a domain name for your 


Thetonk ot WOW 77 


ed personal informati 
5 Mackay 66" takes personal 


Dersonal information taaca 


* form to gather the following dat 


in School? Which one?, 
led 


ports teams. 
restaurant, food, 

Type of pet 

Hobbi 

Favorite magazine 


1 book read. 


> Trade publications read. 

» ‘Trade association involvement, 
@ Civic/community organizations, 
© Hometown 
© Other places lived or worked. 
© Present place of residence, 


yethe information you bs 
Hie followup Proer 
pisnning element 


The value and pow 


soa manning 4 
Sera ‘you want. Here are the P 


‘e-The game plan cand budge 


> The objectives 


welling cycle time? 
> The ungerncy (ll 


fs wo be used 
eof all writing 


+ thet 

= The verbs 

= The verbiage of the piteh (phon 
with impact 

The objections ~ scripted responses 


vwith impact 


The Implementation (and trainin) 
ig results 


> The measurement ~ docut 


‘eing memonable ancl being remembered means doing creative 
ersomat tings Things ee 


Wr Ifyou have tickets, don't 
‘eustomers Go with them, 


A Take then (o their fivorite restaunas 
2 Donate to their charity in their nam 
1 Make them your Customer of the 
them an award plaque 
2 Share a family experience = Discovery Place, 
4 Knights game, plenic. 
3 Have a customer awand program ~ 
‘Best, Most Fun to Talk To, Most ‘Professional. 
# Sen handwrten note with a personal message 


‘networking event last week. Charlotte Past 50 c 
“orporate 
rs aH Gitomer sos this guy roe cats 
‘ ‘one of mine in case the cat isn't in, 
Another batch of Lito's cards. 


errs tnd companion of 14 years 


fe them to 


nth. Send 


a 2.2 


THE SALES BIBLE Why ask 


Question: 


* How do you buitd 
= rapport? 
* How do you determine 
he 


Drospect needs? 
4 | 1 Boos 
as yer confidence? 
B OOK O 
z Answer: Question, 
UeSKLOMS [Rene 
and answering questions 
is the heart of a sales 
presentation, 


= 


oll or not to sell, that is the 
Oka METI Without questions 


power) Question 
¥ you'll have no answers, 
2x Setting up the question 
Jowering the boom. 

ee af 4, Without answe 

2 Can you close a sale in five pouitl ave no sal 
questions? 


Without sale 


no money 


Any question: 


The Honk Qusone Bi 


m is the most important sfiy i, Youre realy saying is," dont rig 
‘salesperson should mast 


v of asking one ‘Property pow do you 
between sale and no sale questions unless 


OW 10 ade 


pevelop! Jlerum point of you 


not to sell, Be ie ses of eions ou ak 5 batons tte 
“ " Is the qu cl # Does the prospect und 
er) Question, Aa ts meaning, Comte and eee mes na 


2, Does the svestion cena productive thinking before the 

. asking * can formulate a response? Have you put the prospe 
mak fhe ead path fal your product or service as a result of the question ns 
3. Does the question force the prospect to evaluate new 
information or concepts? Arc you building prospect credibility by 
asking superior questions that don’t make people feel inferior but do 
lullenge them in a new way? 
4. Does the question make you seem more knowledgeable than 
your itors by probing in new areas? Are you separating = 
‘yourself from the competition by asking, questions the competition never 
‘thought to ask? 

. Does the question lead the prospect (and you) t 

experience? Are you asking prospects qu 
ure things they are proud off These are not 


ds, then formulate 


= buy when you try to 


directly to the prospect objectives? 


jon from the prospect that 
about how your product 


‘you ska question make then: think 


back when a prospect asks you 
“in too weeks? Salesperson Is (hat 1 


Power Questions? 
of the 12.5 challenges 
you do, 1 make 


The Yok of Quen 63 


Setting up the question . 
and lowering the boom, 


ay Leone's insightful book Success Secrets ofthe Sates Funnel ie 
An Bey Zee questions as part of his siles philosophy, Leone sas be usion 
ie most important skill salesperson should maser ANd Lage He 


fs a three-level strategy in setting up and asking the question that 
presente tne Way YOU ASK qVESONS from NOW On 
cot 7 


yage . Make a factual statement that can't he refuted, 4 
ee ‘stage. Make a personal observation that reflects your experience 
‘Seco! 


ates eredibility > 
Recsare ‘Ask an open-ended question that incorpontes the frst 
nwo StARES. 


ty easy, Let's try it 
eee vae co » examples to illustrate this 


processing 4 eral par 
erry experience has show 
phasis on the quality an 
that every time a copy 
ty of their busines: 


question.) Thind stage “How are 


fs reflects the quality of your 
Span question would mae 


ie 
accountant (as far-fetched as that 
es esses don't plan long cnough 


‘what led us to put together 
h, is simple (0 use and can 


‘year and customize your 
day to diay. 'm sure 


The Mok of Queons 85 


ms are easy once 


you identify the prospect's 
problems, concerns, and tte 


with questions 


Can you close a sale 
in five questions? 


ans brced sales, Using Power Questions to find facts is critical to 

Que an atmosphere in which sale ean be made, ay Leone (Sects 

erp of te Sales Funnel, Who's probably as wood a questionet a xis 
Ming. has ised this challenge: Can jou close a sale dn fie questions? 


Jons are easy once you identify the prospect’ problems:This 5 
Sas secomplsted by welkerafted questions, Questions that extract 

jon, nceds,and concerns, The sale és most easily made once you 
Meni the prospect's real needs and barmontse with bis concert, 


{questioning technique can be sed to quali deny tre 
e the fosntve ‘question steps. For this: ‘example, let’ sty 1 


The Book of Quesiony 8 


ditional P 


: 53 For cxample.the prospect says poking or ATEN 
1 ing, You 3 *Oh,you mean printing : +wha 
‘quality of your company?” 


py say mo fo tbat question? ‘ 


estion leadins? Try these 


+ What have 


«What has been your ex 
NF experience ..2 


iE to you?” or “Is that most 


+ How have you successfully used. ...2 


« How do you determine 2 


‘need of the prospect. Finding out what 


‘ = Why is that a deciding facto 
important Bee 


: 
+ What makes you choose ,. 4 
+ What do you like about _..? 


Pip iberitnd s0 thas the image + What is one thing you would improve about 
“business to your customers, + What would you char 
quire ata reasonable [not the 


about 7 


(Do not say," What don't you like about ..}5) 


any reason I would nov be] 


= Are there other factors .? 
«What does your competitor do about ..2 
fon | + How do your customers react 10 ...? 
TEL... would you" question 4 
loses the use questions successfully, they must be thought out and written sown 
Jjdvance. Develop a list of 15 to 25 questions that uncover needs, 
. pains, concerns, and objections. Develop 15 40 25 more thi 
[prospect commitment as a result of the information you have 


ti i une Aho om 


This is not hard sell; 


it’s heart sell. 
Good questions 
get to the heart 
of the problem/need 
very quickly 
without the buyer 
feeling like he or she is 
being pushed. 


THE SALES BIBLE 
Part 2 
preparing to WOW the Prospect 


T | Le 4 
Bo ok o| 
Power 


¢k You are now under my 
Power (Statement) 90 


Are you energizing 
Prospects with words 


of power ... or are your 


batteries dead? 


nt putting them to 


Do you make a memorable 
impact on your prospects? 


You better. 


You can be sure you 
do when you use 
Power Sta nls, 


Your brain is your 
power tool. Plug it in 


Turn your ent 
curren 


Week ner 9 
+ Saemen iy sn 


Power Statements make Your Product F Sas rea e 


or service outstanding, credible 1 cred 
imderstandable, and buyable : natement that describes wht yo do and how ou da 


our prospect 


'Y With a prospect 


now under my cc ot dee ari of 
your compet 
“> A-statement that gives the Customer more confidence to buy. 
“= Astatement that makes a favorable impact on the prospect, 
that links what you do and how it relates fo the prospect. 
“> Astatement that is memorable 


ower Statements creatively say what you do in tems of prospects nee 
ona! when someone asks you what you do? 1 bet ist 


aemmane else 4 talk to, Here are some examples of using Power Si 
Fite of the previous answer you gave othe question, What da 


ary Help:We provide quality emergency and 
ee psnmesec ike yours so tat when one 


resus ur Horo ior 
sore I woul hear 
fer because 188 ar 
Irs stvere disippointing (Pathe 
Pte ne I did. As I w 


efi jst 
as hoping : 
‘apehene Soe money in a year 


‘Wrong, franc 
jase makes 1 
combined!” Wow, what 


ice che ome 
1s generate interest and get appoint 


every 
thanke 


Power Statement 
+ Genertcanterest Powe 
racecar we grew-sates by more than 300% by pro 
arrived on sided our customer's productivity. In 40 
‘oan improve yours 
+ Generic appainonent Pencer Statements Vm not sure if Lean th 
Me Johnson. Let me explore some details with you for a few mj 
and if think ; 


(or over luneh) If think Fan help you, 1 tell yo 
ill you tha, too, Fair enough? 


Have you ereated your Power Statements yet? 
puta sheet of paper in your 


Create your Power Sutements now: Ge 
sales meeting. rainstorm them with your sales team. Brin, 
powerful silesperson = your president. Write your Power Statements for all 
situitlons.Why nok take a fresh, powerful look at your selling, expressions 


Its a great way to sell against the competition 


Overpower them! 


qHe SALES BIBLE 
Part 3 
ace Myself 


¢ Allow Me to I 


The or yolk 


o| 


Introductions 


4 The 30-second 
personal commercial 
How to write it 


dx The 30-second 
personal commercial 
How to deliver it 
2k Got a referral? Here's the 
perfect approach. 


oul 


Shake! 


Introductions 


Do they listen 
10 your pitch 
With a friendly ear, 
OF piteh you out 
On your re 


Are you a sales 
Professional or a 
Professional visitor? 


You've got a few precious 
minutes to make a 
powerful, professional 

first impression, 
94 
Ifyou can't open, 
you can’t close, 


99 


Knock, knock 


103 


Your commercial is an opportunity ry 
provide information that creates interest ang 
response from, people you network 1 


The 30-second personal 
commercial ... How to write it, 


‘When you go to a business meeting oF are networking, 
Jookout for contacts and prospeets. Your commercial is your opportunity 
"provide information (0 ereate Interest and response from prospects 11 is 

‘he peut and the gateway 40 i sale 


‘How effective is your commercial? Do pou even bare one? 


prospect: The prospect says. "What dc 
Maffing industey and you say,"l'm in u 
be shor. 


asks one oF ns 
B ypakes 2 Pw 
Ends with 


ws how 
¥s how you can help others 


After you creatively say wha 
“he ay What you do, 
you ask a Power Question or series of questions 


tigt makes the prospect think and resp 
that gives you needed information." 


ev vou Sa 
Pan nonce 
‘dan help, and lets you know bow qualified the pro sh 
scans anit you mad he pes be Pe 
esti os ts the prospect thinkin 

Berroa ae ‘ 
cet 


‘There is no reason (0 tell a prospect how you 
nil you have uncovered what kind of help he or she seed 


qhe Power Question is the most critical parcof the process beeause It 
Tries the prospect and sets up your impact (power response When 
Arrmulating the Power Questions for your commercial ask yourself these 
five questions 

{What information do I v resull of asking this question? 
Can | qualify my prospect as a result of the question? 

4 Does it take more than one question to find out the information I nee 
4 Do my questions make the prospect think? 

§ can L ask a question that separates me from my competitor? 


to get as 


Here are some leadsins to Power Questions that will expase areas of need 

“What do you look for ...? 

*What have you found ...? 

+ How do you propose ..? 

*What has been your experience ...? 
have you successfully used . 


Your Personal Commercial Worksheet 
Name — 
«company same 


“what you do (bricy) 


— 
«power Question 


_ 


= 


(Ask more folloustip questions until you get the information you 


— Te 


he nk ol araucinn 99 


Don't deliver 100 soon. Wait unt 


il you have e) 
information from the prospect befits a i 
a ve il 


The 30-second personal 
commercial ... How to deliver it, 


ponder to pitch to the batter most effectively you need to know what ype 
the is. You need to know his hitting strengths and weaknesses, Every 
‘team has “book” on every other player in the league.” 


Jivery Rules 


Commermandments, ut T Won't) 


than questions) should be no more thay 


rai tells prospects ex.ictly 


probing first. Ask power anu 
‘establish interest, show 


ng capabilities, 


‘information has impact 


The Book uw 
wodcsns 10 


if your Power Statements? 
Are they rehearsed? 


copier business Youre 
Te Ying. ure wel esse, youre 
ee erospect 

ur name and comps 


sive yo" 
firmly. (No one wants 10 shake hands witha dead fish 


4 Networking event or 
* your business cards, and 


Hey, 1m Jim Riggins, with Tecbnocom, 


ty say what you do. We help businesses build thei image 
{quality document duplication, You know every time you make a 
abou end it to someone, its a reflection and expression of he aly 
Gfyour business. Your customer, prospect, oF supplier subconsciously forms 
in about your company when she sees the quality of your copy. 
porn ly Toshiba copiers to some of Charlottes finest businesses, 


Yow ask an open-ended Power Question or series of questions, 
ut type of copier lo you have? Variations and adaiions: What does 
ompany do? How often does your present copter need repatr? How 
copies do you make per month? How many copies have you 
" bariceit ‘machine? What type of poly do you bie 


Thee aodcine 105 
pee baka test anal demonstrations 1s Ua) YO Ket a 
Parte soryou tnyaur environment en Would be q 


1 wet tegen? When you get a ref 


Poryour commercial & successfully achieved when you arc abe One third-party en 
: Bees exicly ro specifically identified Prospect needy This presentations, 
denon beucieved with excellent preplanning anc preparatir 


, treat it 
dorsementis worth petal 


if you know what youre doing 


The statements you make arud questions you ask 
‘must blend with the pnformastion you gather tn order to score 


Got a referral? 
Re be sepe an mone on Here’s the perfect approach. 


PLAS) esoahe eae! naire, vel ‘sales lead” list ‘You got itThe most coveted prize in selling besides a sale.A referral: Mow 
business. Z Yo you approach this person? How do you maximize the sling power of 
DME Ae HI ponies Tiny, *Hley’),mny name is Jeffrey Gitomer. the referral? Here are eight rules to ensure your success: 
» Company mime ... My company is Business Marketing Services Rule #1: Go slow. Timing is everything, Don't appear to be too. 
Whit do... Every week we publish lists of new businesses, new to get the sale (money), Proper setup (giving some valve fis) 
ng permits that businesses like yours use as fong-term relationship (more money) instead of just asa, 


‘<=. How valuable are new leads to y« 
those new leads? 


‘one fir 

g referral 

ye to establish separ some confit nce, and rete 10 2 

Private meeting where YoU C28 gt do is whe EASE: Ne 

4 et down tes wi connection. Get some information abut any 
Permpany before the first Contact is made pe 


0 much information in the mail. The a1 g and saying, “I was gi 
rea sl is made. It usta siles tool. Send re! comyriting and saying," Ws REN Your namie by 
say instead,“ (De), My ame ts Jeffrey, my 


te interest. 
note to the referral within 24 hou se don't know me from asa company is 
Paloreriie note with thanks, and « coo secs with [name of c syner er eaee pe 
Fight be able to belp you in the same way Hes now, and she 
introduce myself and get your address to pec = bent 
jtbink you'll find of interest” ‘you some 


10 sell at the first meeting if your 
fact, the less selling you do, the more credible 


€ (a quality ad specialty ~ something with 


fo a ball game), Your thanks ind gift Now say something CREATIVE to establish persona 


gyou another referral. fnformation you were given by your customer. Try 195 
follow up and deliver as promised laugh. Then say, "7! call you back in a few days, and. 
pad to the prospect. Failure to deliver ‘over lunch, Thanks for your time® . he 
ral. This rule is the most 


pon't be too windy. You're not going to make the 
just enough to create interest and arrange an j 


‘The referral is the easiest prospect in the 
“who hates selling (accountants, architects, 


most powerful sales lead 


Take a lesson from 
these professionals -- 
the referral is 

the easiest-to-sell, 


on the planet. 


The real secret is 


how do you get them? 


Simple two-word answer 
... earn them. 


200K ol 
( old 
Ca 1 ng 


dx “No Soliciting,” the funniest 
sign in sales 109 
ex Get to the decision maker 
on acold call 1 
2+ Opening is as important 
as closing 114 


ee The cold call is fun 

if you think it is ere! 
2 Elements of a cold call 

that can make it hot .....00- 120 


4.2 


You don't know 
Me from a sack 
of potatoes, 


Cold calls 


Most ey 


One hates ‘eny, 
Most everybody akes ‘em, 


Why not make 
the most of ‘em 


€ out of em, 


Bvery m0 gets you 
closer to yes. 


‘The ook of Clty 109 


What do salespeople t 
Of No Soliciting pee 


“No Soliciting” 
the funniest sign in sales, 


inseems every office building | go into has a sign on the doo that says No 
Souciting. It has to be the funniest signin sles. What useless lan to post 
ip front of a salesman. 1 like to have a dollar for every *No Soli 

re ignored. What is the purpose of this sign and whom does it deter? 


Irs interesting to me that many of the businesses that sport the sign have _ 
cold calling salespeople themselves. I's somewhat hypoeritica (0 see: 

No Soliciting on the door of a copier business, insurance broker, or 
temporary help agency. 


‘What do salespeople think of No Soliciting signs? 1 polled the 
Lead Club, the largest pure sales lead association in the Cl 
‘made up of entrepreneurs and salespeople. asked how 
they did when they encountered the dreaded sign, 


Jone: tt doesn't affect me" says Ward Norris, president of 
Dif hey tellme No soliciting: Tsy,T Was 50 focused ony 
feiming your name, must have missed the sign 


IF exer wT can't sce the sign ays Stan 
Rese of Carolina Container Corporation. 


1 got tossed out oncesiys Tom amet of PC Sales, “but one ovr of 
isn't bad odds” 


‘Out of 32 people polled in the Early Risers Lead Club, only 2 sid they 
the sign; 2 suid they have fear but enter anyway: 28 (8 5», 


wuld respect 
‘sid they ignore it. I isalso interesting to note that the same salespeople 
think fs OK to ban the doortodoor pedulers selling candy, perfume an 


‘pictures. You know, solicitors, 


‘eS seems that salespeople from legitimate businesses believe that the sign 
agree, 


isnot aimed at them. agree, 


on with a company president and his sales manager 
(new policy NOT to scrcen cold sales culls. They feel 


‘missed by not listening to what a 


Te 
Senko Ca, 14) 


To find 
i find out who decides, 


Get to the decision maker 
on a cold call, 


Getting past the No Soliciting sign is easy 1s getting to the decision muaket 
that requires skill and finesse. If you use the lined like to speake with the 
poss” it will never get you to the boss without a major hassle Don't ask 
speak to anyone. The key to getting to a decision makers ro mike an 
indirect and nonassertive request for“information only” from the 
secretary or administrative person. He or she will gladly give you al 


fhets you need to make the perfect followup. 


following 
Ten person or mais «cad ert 


you handle a No Soliciting sign and get to the decision maker; 


f office in every (No Soliciting) office building in uptown 
pratt the tp Morand worked my wy ds 
[out of two offices. One actualy called the sales police. fii 
‘out nto the hallway? You, of COUNSE, PrMIse 110 
‘on te elevator, get off the next floor,and keep on cold 


doit 
‘ailing, No Soliciting is actually more of a game than a rule 


‘The sign is meant for doontosdoortype sales crews who canvas an area 
‘ying to sell handbags, perfume, calculitors, and wall hangings IF you have 
‘egitimate, established business, aking a cold call will not be offensive ty 
‘most businesses IF YOU DO IT RIGHT: The best method is actually an ocinee 
solicitation, You're only dropping off literature and asking a few questions 


‘Out making an appointed sales call, it's a great use of time to make 
stlour neighbor cold calls after that appointment. I alway do. 1f 
ng sige, 1 don't even think about it-The entire cold calt 


Teton aig 113 


Jd be Mr. Johnson; she gleefully yo 
volunteers, 


jprekecper UP 


make a bold move. tin ering il oe 
Now i could ge his can: You get he Omar ae ee 

nOene facsimile of the card;and 5% of the tne the bose Mme ee 
Sppear If you're a female salesperson and the boss is male, he boss wil 
ppear twice as often That's not a sexist remark thats a fet, 


sqyhen would be the best time to call him?" ask, trying to 
‘finfo before I wear out my uninvited welcome, ee 


thank you so much for helping me 1 really appreciate ity say “What yas 
ame?” “Thank you, Susan.” People love to hear their namie associated 


eth praise and thanks. If you do both, she'll remember you the next t 
you call and need to speak to Mr Johnson, ; 


‘look at all the information you got! You may not have mide 
the first time, but they hought your pitch and you're loaded fo 
‘next call, Check out your prizes for being nice and nonpu 
1.The decision maker's name and! 
2. Whether he or she acts alone. 


your opening ling 
will immediately establish an impression, 
Atsets the tone for the sale 


Opening is as important 
as closing. 


(On a sales call your professionalism is the first thing a customer or 
‘prospect sees. Then comes the impact of that alkimportant first linc Your 
delivery, sincerity, and creativity set the tone for the rest ut the 
conversion. ‘They also ae how the prospect listens If you et 
respect, You are likely t0 keep it throughout. If not, you're 
‘kel to eave empty-handed. 7 es 


| prospect doesn't know you, the only 
tant? The faster you get to the point, 


The Hook ok Gd Cling 15 


rd like to leave (or mail) you a by 
2.13) ‘or service). Who should I leave itieae 


po Oras nlc alleen oes 
Ally leave She wants YOU Out of there 
F a: 
'd like to leave some information for 
3, gat (ype of product or service), he woul anygh® dees 


gis is a it more pushy; but lly seems 10 work better 


nt (ype of 


he gatekeeper at ease. 
I is leaving somethiny 


Cold call (on the phone) 
There are 7.5 rules to follow. Always follow them 


1. Smile when you talk 
2, Give your name and company, 
3. GET TO THE POINT FAST (State your 
purpose within the first two sentences) 
4, Make it short and sweet, 
5. Try to be somewhat humorous. 
6, Offer oF ask for help, 
7 State that you have important information, 
7.5 Ask for the sale. The “sale” may only be to get 
an appointment. Hut whatever your 
was when you picked up the phone 
persist until you get it, 


an 


Ties for cold phone calling and select from the following, 
I Tye been thinking about what you do, 

¢ got the answer to your question. 
Teg some important information that 
‘will impact your business 


"genius? You ean fumble about how you sent 


{you ean’ understand how that 


ee information I sent. 
uri ¢ completely selfexplanatory, 
and 1 the an opportunity to discuss 


The Rook Cali 417 


{you use humor and get a lank stare 


bout a cold call isa crapsheot eset 
Crapsboot anyuay 


‘why not have fun? 


The cold call is fun 
you think it is, 
‘gold calling is one reason many people shy away froma eareerin sles, 


Giles professionals who make a six-figure income will ell you that eld ell 
aining provided the basis for their sles success, Doubt it? Ask ‘em, 


Here is an B-point game plan to begin succeeding at cold calling: 


1. Be exceptionally well prepared. 

Know your best targets (preplan) 
+ Have a purpose (the big picture), 
+ Know your objective (get an appointment, get a name), 
+s Have a memorized script (lines, power lines, Power Qt 
+ Have perfect materials and tools (ad specialties are 
2, Don’t apologize for anything, don't make 
there, get (o your business. Don't say,“I'm sorry to int 


practic. Unless you own YOUF Pith, YOU' soung 
ome than a salesman sounding like a salesmag 


peing paid to get the sales education of a lifetime. jp 
Hits n sales cll Have a good time Make someone smite 


f ule” realize itis a elFinduced! mental 
Peet tealy overcome bya sres of cll cl successes ses 
and commissions 
Here 3 personalized formula to help you get better at cold calling 

+ Identify your weaknesses and fears about cold 
calls Lis them in etal. 

+ Grete an action plan for weaknesses so that you 
‘an overcome and eliminate them one by one 

+ Work on one every 40 days. 

. (ea orleoaed every day: 

* Quit complaining .. no one buys from 

‘eomplainer, 


nt pars of the cold call are opening Hines, Poevy 


us They allow you to gather the 


ed to quali determine the prospects rel needs, and set 


9. 


‘Me Book ol al cata 119) 


point me in the right direction? 
Gnyur ion? (A rene : 
yor wil iP"Sure, which way did you come gaa MN & SE of 
utnty boss = sense 
10 eae Yo have 30 pag 
About being funny .., 
+ Ifyou use humor and get a blank stare, yous 


why not have fun? 
+ the response laugh oF no laugh) wi tell you 


exactly where you are 


+ Laughing is agreement ~ tacit approval, 


Why not go for it? 


Power Questions ... 
+ A question to make the prospect think. 
+ A.question to let the prospect know you: 
understand his of het business 
+ A question that makes a prospeet answer in 
such a way that he or she reveals information 


that leads to qualification, appointment, or sie, 
+ An open-ended question, Don't say 
Do JOH «2° Say, What do YO 2 . 
or "How do you 2" or “When do you « 


Power Statements ... 
+ A statement that makes a p 


aid fT don't make a salen finey 
127 H.C you te NOLAN & buying, 


Prospects are just as motivated to avoig 
lasing something they already have 
as they are to buy something ney 


Elements of a cold call 
that can make it hot. 


Cold calling is one of the most difficult parts of selling An ot sates eh 
says that the hat doorfora salesman to open isthe car door 


‘To be successful at the science of cold calling, you must first defi 
. st define the 
‘elements, functions, and formulas that comprise the call Then, Hike all ihe 
sere eens (oeston) until you have a method that works. 
-clements that comprise a cold call are: 


‘The Book oC allng 12) 


10 gains 
ge imply Pro a 
ements that are creatively escriptive,imiply tenets and gana F 


ae ibility. 


‘our ered 


Getto the point fast. The prospects busy and wil be Insley 
iM sulted if you. 


Fasraroond the bush 
Mir you are asked fora price, give i immeiately.ty odo u nine 
te eeave ay YOU can, DUC BIE 


Mpetermine what your prospects need by .., 
+ Understanding the problems of their operation 
+ Appealing to their sense of greed 
+ fivoking their fears 
+ Appealing to their vanity 
+ Determining what thei customer needs 
+ Finding (searching for) the hot button = 
then pusbing tt. 
+ They will resist you. So what? It takes seven exposures, 


become a customer If you quit afte js 


the prospect 10 
ea ‘sale will go to the next guy/woman who shows Up. 


‘what they will gain ~ profit, pride, reput 
“pain, loss, criticism. Failure to express: 


922 re se er ito 


(persistence) will whip fears and 
Frexist if you believe it doesn't 


Attitude, humor, and 
rejection. Fear of failure do 
J) Gill be rejected - the prospect will refect you 
Lincoln, Babe Ruth, Colonel Sanders ~ these guys f 
thousands of times: Where would they be without their atti 
succeed? (And where would we be without 
fal when you quit! 


succe y . 


+ Set your own goals for How many 
any appointments per day Selig is a numbers ame 
Ifyou are prepared.You must work your numbers consister 
pay, Push yourself ro win, Ifyou cold call enough peo 


appointments (your objective). and you will mak 
+ Visualize it happening. Seeing is believing. Believi 
step to achieving, I's easier to do what you can see. Visualiz 
helps eliminate fear of the unknown, Recreate those visu 
conversation with the prospect 
* Every time you go through a door, get what you cas 
What your objective Is for this cold call. Close the prospect « 
step in your siles eyeleThe biggest fear isn't making the call, 's asks 
the sale, Focus on asking and push for it until you get i Here area fc : 
asks that work 


| * Which will be better for you? 
* Who should 1.2 
+ If... Would you ...? 

| When can ..,? 


‘You are now armed with 
ned with enough cold calling information to 
horse, Don’t let it stick in your throat, : Becks # 


/ The best technique I can give you about the cold call? 


SALES BIBLE a 
De pact 4 On with the 


aking # Great Presentation show, this is it! 


Presentations 


ny 1D) | WE Overture, hit the tiohts 
[he Book of RNa 


; P Get it right, 
Preser Vibe it 1Ons 
Can you tell the prospect 
what he wants to hear? 
aie As he even listening? 
aii Does he take you seriously? 
124 


se Want to mal 
Establish prost 


first 
Gan you motivate hitn to et? 


Can you give him enough 
1 confidence to buy? 
Or are you @ one-act play? 


sy 15.5 get-rel questions 
about establishing buyer 
confidence 
12.5 ways to make the prospect 
confident enough t0 BUY... 131 
Want your prospects 
FRYE to scream 
Bravo, encore? 


+x Where and when to establish 
buyer confidence 


se Sales words and phrases to 


avoid at all costs. Honestly 136 
2 minutes to curtain 


x Physically involving the prospect 
= more sales. 139 
2x Group sales ... dramatically 
different from one-on-one... 141 


2 The 21st-Century Computerized 
les Pitch 1 


41 


Ifyou can establish common groung 
with your prospects, they will like you 
trust you, and buy from you 


Want to make the sale easier? 
Establish prospect rapport first. 


‘everyone in sales sing, "Getting to know you, getting to know all about 
SP Mieriiato one you tke res peting to know pe 

emy- way, but nicely" You are precisely singing the sony that wit 
‘make the sale easier to uchieve, 


mon subjects or interests with a prospect, 
can establish a business friendship; 
cople are more likely to buy 
than a salesman, 
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icf on both se The a 
row knows why Youve called, ang Seas 
asn't hung UP On YOU. Now you ean pa ve ase 


ne FapPOFt and Setting the appintmregs Me ME BK 


sepect formal or friendly? Try t0 tse I 
sgihe De conversation (but dont force i} he leat vive 
i hs ec me ea TE 
Anutes © 


insight by listening, p, 
all be revealed in just 


OSPeCt Mo0d, hometown 

few minutes on the phone. 

"es Me a clue about where 

You're well aveled ot comme from 


Whe 
Hite uceaby shor or aU U9 ean el eu Bop 


segue best oF ys] Why Jon We pick ime moe eae 
Moe 0 call” 

jow the prospect, you can sell the appointment with a 
Ifo Touch. For example you's aking 10 eta Raa 
Pear tay,"T know [can help you reach your computer tning needa 
a ate appointment I can show you how we cin help ou in the A 
Recs and have the other 5 to discuss who the Hornets should 
Remember, people love to talk about themselves, Getting peo 
Mi about themselves will ve you a chance to find eomanon go 
uals rapport, and increase your chance to make sale, 


to win the sale is to first win the 
socom eubjcets or interests with a prospec 


fey tomer 


in the prospect's office . . This is the easiest place 
Mook for clues is soon as you walk into the prospect's 
ctures, plaques, or awards on the wall; magazines 
don't match the business. When you get in the 
¢, look for, ‘of children or events, bookcase items, 
s awards, desk items,or anything that reveals personal likes 
pursuits, Ask about an award or trophy: Ask about a diploma 
oF "prospect will be glad to talk about what he or she has 
7 Paid or likes to do, 
n prospects in intelligent conversation with open-ended 
interests. It's obviously better if you're well versed in 
Js to get prospects to talk about what makes 
‘humor. Humor builds rapport because it constitutes 
laughs). Getting the prospect to Laugh will 
entation 


to your place of business When your 
Maat ‘of business, it is more difficult 
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ution 
word of cau 
ne revalding rapport has a lotto do with wh 


«south, Midwest, Southwest, and West, you ean 9 
eae mission 16 mos key (0 De accomplished you maken assure 
snuking 4 presentation. The key i getting prospects to allege 
jves.This will give you a chance to find common ground, pete 


he m1 : 
tmoport and increase your chance to make a sae 


No rapport, no sale! 


Ifthe prospect says NO, it's most likely thay 
you failed to establish buyer confidence, 


15.5 get-real questions about 
establishing buyer confidence, 


“The prospect said NO! Rats. 


Did you lose the sale or just fll to make it You're sure that prospect 
“sould have bought. As you head back to the eat licking: Your wounds, you 
‘ey to justify or figure out why the prospect turned you down 


Once you've answered the fundamental questions of seifloube ~ Was 1 
ni nal und professionalooking? ~ you may have to probe a 
Even though the truth hurts, the realization 


true answers. 
d to do isa big step in making the sile next time 
je anguish. YOU FAILAD TO ESTABLISH BUYER 


Wet re 129 

nid 1 make excuses or blame others about anythi 
9. Did jc wasn't shipped on time, the company yay 

Then el any did’ send the ght 

vas 1 apologizing? Sorry 'm late, unprepae dont ky 
8 |e co ne 

mad nauseum) 

a pid the prospect probe personal issues about 

7. Phy ss Mr Johnson. "how do | know youl beige ee 

ja months? Re, ‘me 
pid the prospect ask doubting questions about 

oe happens if it breaks down after the vamanyorwto ae pa 

this pro«uct? 

4g, pid the prospect ask doubting questions about me? How Jong. 

Rive Leen with the company, oF how much experience do {haved 

10. Did 1 name drop other happy, loyal customers effectively? pis 

Frail vo use the name of a happy customer to answer pointed question? 

11. Did 1 feel as though I were on the defensive? Was | constantly 

ing questions dealing in subject matter other than my product 

ervice? Could I prove my points? 

12. Could I overcome all objections in a confident manner? 

find myself unable to respond confidently about price, quality. and 

jsues blocking the sale when asked by the prospect? Did | tr to 

13. Did 1 down the competition? Did I berate my cor H 

the prospect's supplier)? Did I make disparaging remarks 

‘competition to try to make me/my product look better? 


14, Was my prospect uninvolved in the sales 


eomer 


ms of sales is: I they like you believe you, trust 
Hinyou,then they MAY buy from you. lf any og 
Talssing, the answer changes from sale 10 no sate 


‘a customer who said no 
‘or would not buy today. 


ee tl ir Sng ape 
Jn order for this exercise to work, 
you've got to be real with yourself. 


at methods techniques, and sales tools that will help 
show the link between gaining buyer 


Te 
‘wok freenaion 194 


Buyer confidenc 

ty win ss tos eam ed 
1 and sf 

the prospect can relate to, 


12.5 ways to make the Pp 
confident enough to buy, 


Mories in a way that prospects can relate the use 

aeiheie business environment. When is ibe Spee aoe Fy 
(Bublishing this? As soon as you can, beak 
fesides the basic four ~ be enthusiastic, be on time he fiend ook 
professional ~ these are the 12.5 twos effective echnlquc 1 ear 

‘1. Be completely prepared. A fumbling, excusemaking,. 

salesperson builds zero confidence. ‘ 


‘2. Involve prospects early in the presentation. Get 
‘or hold your samples. Something that makes them feel 


Bere pomerhing in wrllita: Aa oy 


The took i senons 133, 


t 
list of satisfied customers. include lange snd smay 


‘copies on good-quality paper Being the 


‘notebook of testimonial letters. Try ro get letters ta 
tence Brett answer the buyers objec ; 
ome of your letters answer the buyer's objectiong 
9 Don't bombard the prospect. Work your examples as 3 or least expensive 
pare ofthe presentation, Let : 
Emphasize service ater the sale. The buyer needs to be certain 5 
se era toais ceiver, training, and service won ih get you 
11, Emphasize long-term relationships. The customer wants to fe 
‘that you will be there to help with problems, new technolouy, growth ang 
service Give your home number. 


22 Sl lpn for conmisons.spcscn ss anywhere 
Eikriemanemes amen if the prospect has 


Dy 
-confidlence-building tools as you would use trump in a card nf d 
wth spect as ou ch ns no contidence 
ne customers, oF give a list of satisfied 
about service, offer your testimonial letters | 
t play your cards too soon, 


‘will be a leading factor in 


Buyer confidence must he 
established and reconfirmeg 
in all phases of the selling process 


Where and when to establish 
buyer confidence. 


‘The prospects won't buy ifthey lack confidence in you oF your pr 
eee ein be cxeatatied nad reconfirmacd all ses. 


of the selling process. Obviously the faster you establish confidence i the 
selling process the easier it will be to get to the next plxase of the sale 


Lined below are the prime selling opportunities to establish buyer 


‘contidence. Fach situation calls for different types of confidence-building, 


techniques, 
Ina networking situation .. you only have time for one statement 
ake it Iwill discuss the Use of your product/service by & good 
rtunate to be awarded the toner cartridge 
Selected us from among seven other bids” 
Prospect 


Teh of Prema 13; 


1 in a one-call close business Cover 9 
Yy are no, you only need 


yor ugh confidence to make the gy 
Ne next appointment 


tablish eno" 
oot 


save your best stuff for your Presentation, 


‘ of tricks, an use them one by one, like you' 


+ Letters from satisfied customers,artctes, 
examples, comparison charts, and lists of 
satisfied Customers that make the prospect 
secure enough to buy. 

+ Write things down, Let the prospect see 
professional respect for his time and the 
Importance of the meeting, 

+ Your demeanor, Confidence begets confidence, 


ona follow-up call. Relax, Don't sound contrived oF forced. you 
force ithe prospect will begin to lose the confidence you worked so haat 
fo gain Have a specific purpose for calling; use similar situations (good 
things you've done for others), and specific benefits for the 

examples of why he should buy now. Haye comfortable leadin| 


+ Jowas thinking about you 
+ Twas thinking about your business... 
+ Someone paid you a compliment yestertay 
= Your name came up in conversation 
yesterday with ... 
+ Something important came up you 


to consider 


The key to being a professiongy 
salesperson is not fo sound like one, 


Sales words and phrases to 
avoid at all costs. Honestly. 


Create a new way to ask for the sale. 


‘My friend, Mitchell Kearney (pronounced Carney), is the best commere ta 

pw her in this region, When shooting a subject, he never le 
to be a major obstacle if you're a photographer He says 1 makes 

‘in fo ask his subject for a smile without ever sayiny the 


Fs to smile and buy today? Are you using 
W Are you using words that create 


doing today? - When yon ty 
nk, What are yu 


ci f anthem of 
efis YOrrive and customer serv they might have 
ee creative and iecoriented ta sup 


philosophies to avoid. Forever, 


g the competition - Don't eve 

ning the compe er W'6 notust non ea 

Dau aol Wink ition. My mother aways told me tut 

fren 1 Mn ta Ni 
Een 10 PFONPCEL YOU May be speak 

men eet ora 


aching etbics ~ Don't evct sty how ethical you are 
Prove roux The jal are ful of elevangeis and pea 
hiched cies Iu fee YOU have to Prove yours ane ne a 
prey you performed or responded Tell the prospect yoy pier 
bettdonship, not just a one-shot onder; but don't ever We Ne WoRd ney 
Finn {hear it in selling situation, T avoid that person at all ests, 


‘the challenge is for you to rededicate yourself to helping and 
feeds of your customer OF prospect Your ereative words and 
‘yay you say st and the way you do iO are offen the difference b 
petting aes oF 70 They are the diference between i 
Jetting your main competitor get the order. I's enough 10 
when your rival gets the business, isn't i? Well, do somed 


‘How do you do it? You have to work at it, Get 
‘salespeople together and work at being different Talen 
fom will create answers and positive results, 
“And have faith the results are certain to make 


¢ 


Pere has shown me that if you 
si Ee b say what you are, 
you probably aren't. 


Think about that 
for a moment. 
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Prospect involvement 
lets them have q sense of ownership 
that leads toa ‘Purchase, 


ically involving the Prospect 
on = more sales, 


J franchises in 1972,1 drove a big new Cadiiae | 
{sold franc 
when 


Would pik up 
athe Home, and a wale owand my eae wold 
Bes headache, do you mind aa 

jee, 


ng?” By the time Me and Mex 

my office they Wane at us ike ne They wd 
Sao 1 was selling 0 cow GL Droits they were sure 

the Se oived ‘the prospect in the sale from the first 5 seconds. 

to make: 


your product or. 
early and often in the selling paces, 


spect in a product sale than 
"Usually i's easier to involve a pros 
sale. Bi 


itivity, youl be amazed at’ 
Prvatcone.icaw arson pala eonider 


hi 


Ihe ell fx the document. Get the picture? 


“know how fo do it, youre not going to impress th 
i whishang demonstration, youre going to bore him 


roe 
she will take as she gets closer to a deciston 


“Look andl listen for buying signals: big smiles, words of praise, question 
‘exclumations. 


t while explaining a service 
Get the prospect t0 follow along, Read aloud. Play a part in the 
demonstration, Take a fest, Do anything intersetive that is fun and creates 
interest. A 20-minute pitch (monologue) is not nearly 4s effective as a 10) 
“minute interaction (dialogue), 
Involvement techniques and questions 
Ask 0} cand probing 


questions to determine how interested the 


Tetenk Meet 14 


it takes a consensus to rule ee sale, 
ir faa 


but it onty takes one per Wor... 
; ‘Som to rule against 
you, 


Group sales ... dramaticalh 
different from one-one 


‘¢ the professional from the amateurYou 
railes, wore skilled at people reading, and even mone dled ee 
Gynamics. I. grOUP you Cin sel 5 out of 6 and not make the sa, 
Horse, you can sell 99 out of 100 and not make the sale. 


‘The problem in group sales is chat you must please everyone, One nigh 
j group presentation, « woman asked me what was mi favorite 


her plaid. The group loved it 


My friend, Bll Lehew, is the master of group sales. He has 
‘of people. all in groups of 10 to 500, Lehew says if you ean 
100, selling one-on-one becomes duck soup. s 


‘After spending a few hours discussing and d 
‘the group selling process with Bill, bere are so 
“proven to be successful in actual selling sit 


1e's name. This is considered by 


ap People love to hear their names. 


HavorYou may have to take one of those memory 


IAbIE Loos 


if recoRNizey 


roup in you 


‘but Lehew claims it is one of his most 


ome information about the group in advance ~ their histor, 
‘goils,and achievements, Being able co talk to the gFOUP ASIN iNSideF FAEhey 
‘than an outsider has dynamic advantage 


«Find the power person - the one who (other than you) seems yy 
eae ‘group. Play to the leader 


+ Find the problem person and address them head-on and early Haye 
solid to thelr questions and concerns. The “one rotten apple spoil, 


‘the whole basket rule applies here. 
; -all objections by asking the group questions extrly. \ ie 
my an a hoard or flip chart. Ne sure to cover every 
ck them off as you do. 
nd cover them in the presentation, you 
ping (0 ask. Why not have scripted answers? 


participation leads (0 a feeling of 


-€arly. Remember the names of those in 
mit Now's your time to pliy the card, 
i the others better than 10 of 


1 oe can win a Gowda 


‘Telok 
es 


“Wf the 
buys 


Presents 


Not funny am 


i 
‘ough with you, 


The future of the sales presentation 
isa laptop computer an, d 
a portable overhead projectoy 


The 21st-century 
computerized sales pitch. 


Thave seen the future of the sales presentation, 


‘Toternational expert on computer presentations Bill Whitley and his 
Creative genlts associate, Army’ Pickholtz, sat me dawn in my livis 
Pane laptop and portable overhead projector - 
and proceeded to show me a computerized sales 
‘'m stil reeling (and buying) from, 


* ¢ an actual videotape clip 
Into the presentation, andl Norm closed me at 
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srsets you apart from your competition 


petve advanta An incredible 
otou are seen aS ATEAET A computer prege 
apo techno! ogy Presentation i the leading 
ir keeps you on course and eliminates omissions _, 
eI Keer that never fails to make its immer complete 
tat nPACt, even, 


fascinating tothe prospect. i-vithave the pape ening 
«Hts in the Bung position from the Ars 5 seca ge aPeeE 


forward *6 cia 
ianswers the prospect's questions before they're asked 
Tt aesentation Lakes the prospect's que Pee 
present ‘questions into considera 


«You can put in a qualifying test that the prospect takes ‘te 
aswers to which can lead you toa sal &) 
‘it can be programmed to overcome objections specific 

product or service .. When you hearan objection youeanaertig, 
presentation to overcome the specific objection and close oF go back to 
the pitch 

+ Itcan be used to ask a closing question. - Or a series of closing 
questions ~ and the prospect interactively answers with 

h(ormation or information that confirms the sale, 


+ It's 80 good, it's scary. 


Yeah, you say, but how is it in a group? Better. went 
fanch Bank 8 Trust employees for the ‘unveiling of 
products. The bank's regional president, David G 

4 make the interactive, animated, songand 

Joved it. At points in the presentation they 
(remember these were bankers ~ people who 

‘miss a payment). But most important ~ 


hen it was over, I just sat there staring | 
= ae 


1 rurale fr ie 


How much does it ena? Aecondng to Whitey. pres 

$100 an 

[compute of any Kit srl ote 
fete ayn swe move ste 
sins our pesentton a ites prt : 


panies are not price 


presentations ean 


you consider the investment. 


And if you're thinking, 
1 wait until the price goes down 
FIL bet your competition's nor 


And for those of you who say, “If i's x0 great, Gitomer, how 
didn’t buy one?"H did, 


Apilloge: decade wher the frst Sules Bible came ou, The Whitt 
‘no longer exists, and for the RIGHT reasons. chose to keep this aya 
the book because Bil Whitley and his company were AHEAD 
Ten years go, he was the ONLY one who was doing this, and it cnat 
hin fo turn round and sell his company for tens of millions of dane 
What are you doing that ls ONLY?‘Ten years ago, they showed me, 
Gotputerized sales presentation that blew my doors offThe point 1 arm 
cnt to mike isthe importance of being Internet savvy.You shoud 1s 
Coaching a Viyearold how to use and navigate 
erst Computers are cheap, In 
2stcentury tools that wre the 
freedom, fuliment, and tun 


a the Internet, not vice 
let ConnneCtION is cheaper, andl both are 


eWay LO Your f 


fame, fortune, financial 


The Book of 


THE SALES BIBLE 


Part 5 


T object! 


objections, Closing, and The 


ale starts when the 
‘ollow-up -.- Getting to YES wen the 


Customer says no, 


Wyou can turn no into 
YES, You make the sale 
ple. 


A sale is al 
Fither you sel the prospect 
On Yes, or he sells you 


Objeclions 


ee 1 st Onno. 
al world objector 
Pec yori soli PETE You will hear the word mo 


A more than 116,000 times 
Objection prevention ak Henle 


njoy safe sales 
to enjoy sale 


Overcoming objections 


FPR Your challenge asa 
= salesperson is... change 
on 500 of those no's to yes 
Brier io nk about EO 11 will change your life 
APA id your bank account 
pons 2 


want to check with two 


more suppliers TE Don't take mo for an 


want to buy, but the price answer 
4s Wo high, 166 


1m satisfied with my 
present source. 


"1 nced home-office appro 


“Lhave to talk this over with my 
Uh-oh, : 


‘Call me back in 6 months. 


5.1 


Tome (verrule objections: 
170 


FPR Here's how 
174 


nistclly called objection oe concern. it's actually the ec 


Hdentifping the true objection, 
Every time. 


sl 
‘now. What the prospect or customer is really 


yet The prospect is actually requesting 


Most are just stalls, ris 
buyers will often hide the true 


‘The Book of Objections. 14) 
Ae ate vrerytbing” and "Your Pree 
off os 1 Sit wat 0 the Top 


'd two other bids!"The bome 
{5 too bigh? are also classic 
10 thing. 


1 true objection? Most teue objections are never stated. 
me when the prospect says,“L want to think it overtop ue 
° : ink I Er OF gives 
ere are the real objections .., 
+ Doesn't have the money 


+ Has the money, but fs too damn cheap. 
to spend it 


+ Can't get the credit needed 

+ Can't decide on his orher awn, 

+ Doesn't have authority to spend over budget, 
‘of without someone else's financial approval 

«Thinks (or knows) he can get a better 
deal elsewhere 

+ Has something else in mind, but won't tell you. 

= Has a friend, connection, or satishuctory 
relationship in the business 

+ Does not want to change vendors, 

‘+ Wants to shop around. 

Too busy with other more important things 
at this time. 

+ Doesn't need (or thinks he doesn’t need) — 


ong 


eople are not able to get t0 the true objectic 
overcome objections when they occur Why? 
he technical (product) knowledge: 


{ t ‘not prepared in advance 
-sime objection they've heard 


the classic sales objection.To overcome it, you 
et actually means or how high high 
id. The other side of tat coin says 
a price objection, you have a shot at 
With the right words or phrases 
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Overcoming the true objection, 


Real-world objections ... 
Real-world solutions! 


tions. | Jove objections. Overcoming th 

Fe oo oat ae 
Ror now. AN objection may actually indicate buyer interes 
-qhe best way to overcome an objection? The Hoy Seout moa = Be 
Prpared! But since most salespenple ake No propane his chapter 
peas the second best method, (The best method is detain the 
Ghapter No jumping ahead. This sa diferent wayand you may nota 
beable to use the best way.) 


Why do objections occur? 
1. Because there are doubts oF una 
‘questions in the mind of the pt 
Gometimes created by the siles 
2. Because the prospect wants {0 
or is interested in buying, but 


Gomer 


‘not anticipated objections in your 
tion and overcome them before the 
‘can raise them, 


are seven steps fo identify the true objection and the; 
‘A. Listen to the objection being raised. Determine ; 
Ser me at Ttee! Pema vy 
‘real. Let the prospect talk it out completely. 3 
‘No matter what, agree with the prospects at first. This all s 
1 tactfully disagree without it starting an argument," 


rcOMe it 


ts tell me that, 


‘shown me that the han 
vIsthat tue for your 


The Book of OMe 153 


proce kn ede es sou ela young 

aac anu" Company. Your ay ea 
ocean comvicon fo et the prospect to are wh ug 
6.Ask a closing question, oF communicate in an assumptie. 
Ask a question, the answer to which confirms the te 


manner 
+ “IFT could .... would you"is the elassie model 


for the close 
+ I'm pretty sure we can do this. have to cheek 


‘one fact with my office If ts 4 go on my part 
I'm assuming we have a deal? orl could meet 


with all the decision makers to finalize it? 
* Use similar situations when you close, People 
like to know about others in the same situation, 
* Ask," Why is this/that important to you?” 
Then use, "If could... would you? 
7. Confirm the answer and the sale (in writing when possible) . 
Get the prospect to convert to a customer with a confirming question lik 
* When do you want it delivered? 
» When is the best starting day to begin? 
+ Is there a better day to deliver than others? 


* Where do you want it delivered? 


nds, One good one is to get approvals ang 
during the sale. This sets the yes tone fo, 


tape They all contain closes or ways yy 
‘have usable ideas, Your job is to app, 
and personality. No two salespeople ane 


trick ~ its friendship. 
human relationship, 
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These are the Cliff's Notes Version of 


overcoming objections to Carry in your 
You'll need a big ee, we 


1. Listen to the objection and decide: 
if it’s true. 


2. Qualify it as the only one, 

3. Confirm it again, in a different way. 

4, Qualify the objection to setup 
the close. 

5. Answer the objection so that it 
completely resolves the issue, 
and confirm the resolve. 

6, Ask a closing question, or 
communicate to the prospect i 
an assumptive (I have the: 


Ifyou can anticipate objections, 
‘you can prevent them from occ urring 


Objection Prevention. 
Anew way to enjoy safe sales. 
“Your price is (00 high: Rats, Don't you hate when you hear that’ tvs the 


number ONE objeetion in the world of sales Why do salespeople continue 
‘lst to 1? Beats mie, 


Pies noes, Yous ear them al before Canyon 
lingine the prospect saying," Your price Is too high, andl you respond 
“Realy ve never heard that before" (Actually that response may bv better 
‘than the one you're using.) Whatever business you're in, there are between 


Sand: ‘why the customer Won't buy now. 


ns are stall aeties oF hesitation by the prospect to 
bection and stall are defined by salespeople 
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slike 9 . ‘com Sena 
hems documentation could enhance th rareon charis,and 
apport doc he objection-to-<close proces, 


sapanics must develop whatever is needed to make the sa 


he scripts in role-play, 5 
near he is rol A ep 
Sihation, and try to make sound natural ee 


«weak the scripts. After you roleplay, there will be revisions to the 
feaipts Make them immediately 

Try them out on customers. Go to a problem customer or qworTell 
them what you're doing ~ they'll be flattered that you had the counige, 
they'll most often give you truthful responses, nf an 
«Make final revisions based on real-world situations, The real 
world always changes a script or approach, Be sure to document revisions 
‘every time you make them 

+ Keep the documents in a master notebook. Give all salespeople 

‘a copy. There is an added bonus to this system - when you hire a new 
falesperson, he or she has a training manual that will provide immediate 
insight and income, 

«Meet regularly as a group to discuss revisions. There is always 
someone inventing the new best way possible. 


tss0 simple, it works.The key is to know the objections that 
‘occur, and script the answers or responses into your regula p 
that when you come to the end of your pitch, theres 


‘Here are 7.5 tools and phrases of objection prevention yo 
adding to your scripts and incorporating info your p 
this process: . 


pare the competition apples (© apples ang 
says he wants to check around 


a = One of the most powerful 
ting an objection 
‘to our customers. They had a concern 
did ..."—To get the prospect 10 see hiy 
anid how you listen and respon 
but we have changed and now we 


ve heard 
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overcoming objections series 


th 
‘Gpjection. THE © 
J want £0 think it over 


[want to check with two more suppliers, 

Your price is too high, 

[have to talk it over with my partner (boss, wife) 
V'm satisfied with my present supplies 

We've spent our entire budget for the year 

Get back to me in about 6 month, 


sometimes these are true objections. Most of the tine they are sally or 
‘worse, untruth 


The Key to overcoming objections lies in 
+ Your knowledge of selling skills, 
+ Your knowledge of your product. 
+ Your knowledge of your prospect. 
“The relationship you have built with 
your prospect. 
» Your creativity: 


= fo think about it*? Don't you hate to hear thay 


= trying to sell Jones Construction a new copier Jones is 
“but gives you the old line about thinking it over 


“Thinking it over” is a stall, 
‘aot a true objection. 


make the sale if ou find out what the 
m() és and creatively overcome tt 


the fence and onto the onder pad 
It over meanis you're interested. Correct, 
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50% of the time when the 


Is 
“T want to think i pre ae 


it over,” 


it really means he or she 


+ Doesn't have the money, 
+ Can't decide on his own, 
ts to shop around. 


+ Doesn't need your product 
now. 


+ Has a friend in the business, 

+ Knows he can buy it 
cheaper elsewhere. 

+ Doesn’t trust or have 
confidence in you, 


+ Doesn't trust or have 


n the prospect says 
7 entire budget, honesty” 


budget" is one of the best putas « prospect can ivy 
¢s only’ a real objection about half the time. 


‘You can find another budget 


aun get a biguer boss to make 
‘exception. 
mes the prospect will just use the line 
pera 
the teuth ~ but Ii love to have a 
lie, 


te Prospect is telling 
les." We spent our 
*Tean't afford it ort can buy it 
alt want to buy from you (or your 
Fy vendor’ or “I don't want what 
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out if the prc 


find budget Actually 
Tremoney in the bud here's a great method to uses 2 oes AOU HAE 


1 If the budget wasn't use 

salesperson: 1! ber wasn't used Would Ya Boy Ea ae 
prospect: he! new? 
Salesperson: When is The Next budget meeting 


prospect: July 


TE: You must now ask the following quest 
the ansteers questions and write dowy 
-avhat ype of propos do I need to submi*“Date due?Can you yet 
sample of « previously submitted proposal?**Are there others Tahu» 
falbmit ic 10?" Will you give mea letter of endorsement? (aleter of 
Endorsement by a manager attached to the budget propos ean be the 
deciding factor.)"Can I present my proposal in person atthe meting sa 
thatany questions can be answered?” (Amy heslancy on the part the 
to answer these questions probably means the budget fs not the 
true or only objection.) 


“about the present situation:"Is there anyone else who might he abe 
ieange this year's budget to find some money? ... Is there any mone 


‘n approved items that is unspent? .. Gan We 6 0 
n heading that has money left to spend (office eq 


pushy approach is, "Are you sure yo 
‘says yes. You sity,"Buy now. Ill bill you ne 


‘you have just made a great pitch, you know yous ty 
shave explained every benefit, but the prospect gy. 
{Wo other suppliers’ What the heck can you do oy 


feare trained to respond to objections and m 


© clo 
nent,They go to a presentation prepared sd 


ith every 


the sale now Below Is a technique with 4 
tool that ean win a sale and impress the 


ds a cellular phone for better and faster business 
Histened to your pitch, but says he 
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“a ¢ reason youre buying the cet 


Now, Mr. Jones, when do you want ts 
phone plan? 


NOTE Mr.Jones is now pleasantly suprised at how wel. 
homework and in shock that he will have to decide nowror ele hy 
uate is true objections. (See “Y want to thnk about entice ee 
Shupter fora list ofthe true objections you ae tkely reper 


ign up for your cell 


Achart that compares your products, services, and prices with 
those of your competition can get your prospect to buy now 
instead of look around. 


Atariation of this tactic 
‘Offer to do the comparison on your time. Haye Me Jones te 
‘what he’s going to compare. Tel him youl file a written 


Jones will say,"1 don’t want you to go to all that 
€s, your business means a fot to me. don’t mis 


steal 
of the most expensive ears in the world. Son 
100 high’. the company sells thousands of autos 
‘of the wealthiest companies in the world 


“bur they still bought sai 


objection. To overcome it, you must 
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‘cone that has worked best for me i "Woulg 
The ciaay ifthe ce were lower” Ase 
9 en other than Price, Mere tno reason ge eae IRD 
yore | have double-qwaliied the prospect on the pee of business” 
te ste ra He and ONLY objection a 


Bi. pice 0 con (rer ee 
vice, The key Is to prepare these answers in advance, You a 
Piyection is coming, Why be surprised? enaw the: 


buy it from me now 


rprospeets want your product or service bad enough they igure 
fay co afford It Just because they sty the price is co Me 
they won't buy. What is actually being said many times is “I want to buy, 


show me a way.” 
a 


Just because a prospect says, 
“The price is too high,” 
doesn’t mean he won't buy t 
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set information about the present vendor 
the vendor you're using? 


bass What do 
ands there anne you wea gy 


ed? 


sec rence: 
Sout a difference: -We have recently introduc 


new techno 
a heyond your Present €quipment and would spprecmae mame hak 
pie ten vost oppo 
‘Great, just what you wanted to hear But don't get discouraged! with hs Bor 30 10 90 days, or take al on cea OuE See ora 
om rerio © a trial order or re you 
oe analy eye) 0 tan opening and Ken retort Bite reancs 10 prove younel You a smal percentage 
ran he pret ing satisfied now docsh’y Srssne a challenge“ 1 sire you wil agree Me Prospect 
agg it pusinessman, yo owe i 1» your business o eon to ete eo 
Realise that ubat your prospect is saying ts that their existing supper tae Fae comparative works intlate x complacent suppl Ofer 
they Pro all the comparative wo 
Sen snd ive an experienced response: “Ms Jones, when personaly ve 
‘You may have a better product, price, availability for delivery, service satisfactory vendor} stil need another vendor a a point of referenceta 
Aruining, oF warranty'The prospect is Only telling you he's sitisviea! om make sure I's) weiting (he est Drice selection of productvand Walley 


» Question their selection process (not their selection): What standards 
do you judge your vendors by?” Raising the question of standards wil ge 
the prospect thinking about future performance, not just the past 


The four keys to success with this objection are... 
1. Find out how the relationship with his present source began, 
Get 4 historical perspective. Find out how he began with his present 
supplier - 
2. Ask the two important open-ended questions: ‘What are’ 
things you like most about the vendor?*and"What would you 


you could?” 
long 


Is perspective. He doesn't really know about you or your company yer 


frustrates and deceives. The challenge this objection, 
ifit’s the truth (or true objection). 


| questions about the home office 

Does one person decide 
a committee, When does it meet? ... Can 1 
ested formar 


) problem, | understand, Let's conuict them 
Lean answer any questions they might 
‘0 call now is to determine if the 
ce approval Is really needed, IF 
hy he can't call now, chances are 
letect hesitation or uneasiness 
than 100% truthful. 


q 
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seat the objection by qualifying fist, 
Ketion. How well did You qualify the prose 
this Phen? You should not ask the blunt question se making the 


io maker?” It sounds (00 salesy 
aegepect. Just rephrase it Try this one:"Ts there anyone else yon oo gh 
Pi gecisions (situations) like this?” The objects ta find outtamone ae 


molved in the «ccision BEFORE you make your presentation, 


aspect of this objection is that it's 

unfortunate aspect of this obj wat i's convenient putott for 
prospect who doesn’t want to (or have the guts to) just say no, ven 
pea large, disappointing wheelspinning exercise. Take hear, though live 
flown to many home offices and brought back paper. 


{fyou really want the business, go for it Don't eta home office get n the 
sway of you and a big order. Go to the home office and bring fick business, 


Someone is 


ten the prospect says. 
0 talk this over with my .. 


hen you bear the words "I bare to talk this over with so reatice 
_aouire done something Wery wrong. 


‘You didn't qualify the prospect very well, dd you? OK What do you dor non» 
‘When others need to approve the deat, besides qualifying the buyer 
‘better, you must lake four action steps . 

‘Get the prospeet’s personal approval. 


these steps, think again, It's obvious you're 
have properly qualified the buyer 
anyone else you work with on 
wouldn't be taking place, Would it? 


Me onan was just 
Would you buy it?” 
ask, "Does this mean you'll 
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cpr tc 0a terms ot Weere 
Ne Prospects team, you can pet ye eee 
“cs You can get the prospest on 
Pewnat 

syhen can WE get them together? 

Taqyhen does the te 2 ta 
aS 1 they wall want 
pewwhat can td 


Teqelt me a little bit aby 


1am present beeause 
answers to 


Cite down every cei 
the other deciders, ‘ 


3. Arrange a meeting with all deciders, bo it any way youtave ir 
Teave several alternative pen times from your date book Use the 
rernatives 4s a reason to get back and soll your meeting withthe 
Hecision-makings group, 


4, Make your entire presentation again, You only have wo do this 
you want (o make the sale. Otherwise just ave ee the prospect. He 
can handle it and wil try his best to convince yau of tat 


The best way for you to make this (or any) sale 
is to be in control of the situation, 
If you make the mistake of letting your prospect become a 
salesperson on your behalf (goes to the partner instead of you 
you will lose. Every time, 


An alternative method ... 
if he’s sure the partner (wife, a 
|. If the prospect says," Yes, Pm sure; you: 
‘ot just approve the purchase now [sgn the & 
I? If you call me tomorrow and tell 
“enough?” 


ead und tell me to xo away That's the real meaning oF gy 
any nebulous “get back (0 me" after some perio of 
is really saying no! To overcome this stall, you mu 
are inthe Wa 


Your product? Is there someone © 
Culford what youre selling? 


Gull me in 6 months. you haven't found the 
‘not want fo know):The real reasons for 
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pry QUESTIONS 
Bro wl e ferent a 
fat particular Tea00 You prefer ga 
eat preventing you fom taking “a 2s 0a Soh 
{IG QUESTION: Av 


Do you have the 


io ce a 
2k ‘ny one OF combination ofthe following. 
etal a 


+ Pind out who else js involved in the decision 
by asking, “How will the decision be made?” 


+ Ask the prospect,*Could you purchase now. 
‘and pay in 6 months?” 


+ Show that by purchasing now the prospect 


.will save/earn back some oral of the purchane 
price in 6 months, 


+ Show how a delay can cost more than 
purchasing now. 


+ Ask if he has looked at the cost of detay 
‘ounweighs the hidden expense of waiting 


+ Show the difference between spend (ash 
outlay) and cost (total yale of the ale) 


Tes not an issue of blame ~it isan issue 


THE SALES BIBLE 
Part 5 
Objections, Closing, and 
yollow-up .-. Getting to YEs 


The Boalk 
of ( last ng 


Se What are the 19.5 early waming 
signals that the prospect is ready 
to buy? 178 
de When you answer a prospect's 
question, avoid two words 
Yes and No 181 


vx How to ask a closing 
question. 183 


te The oldest rule of sales 
still holds true 184 


2 Two breeds of the 
Puppy Dog Close 


We Eat dessert first!... 


The most powerful close in 
the world is not a close... 


&. 9: 


Pleeeease 
Vil be your 
best friend. 


Closing . 


That was your first close 


And sometimes it worked 


‘The sale belongs to the 
closer 


I pays (big commissions) 
{o master the science of 
the close, 


All your work, all your 
preparation, comes down 
to one final question 


The close is a delicate 
balance between your 
words and actionssand the 
prospect's thoughts and 
perceptions. 


Here's how to ask for the 
and get il! 
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Any question asked by the prospec 
must be considered a buying Signal, 


What are the 19.5 
early warning signals that 
the prospect is ready to buy? 


| 1. questions about qualifications cyours or the company’, 
Question: When is the prospect rely to buy? Gan all of your people answer questions on the phone? 
_Ansiver Mell ell you if you just pay attention 


12. Specific positive questions about the company. Wut otber 
products do you carry? 


13. Specific product/service questions, How does the manual feud 
a el be person or do Tt 
‘perute? Do you select the Person 
toward, Specific statements about ownership of your cor service, 
Roose rly Elma a ice ‘paper each month automatically? Will you come by. 
— each month to pick up my siccounting? Suppose I lke ber and want ber 
e fulltime? 
“will gesture, question, to work for me fu 
mnicate that hei inclined 15. Questions to confirm unstated decisions or seeking support P 
Job is to recognize the buying Is this the best wey for me to go? 


about 


Previous vendors, Our ofa 
Aly do you respomd to a service 


7. stateme! 


about problems with 
pendor gave 


service. How quie 


cal 
juestions about features and options cwhat wi tor you dot, 

9. Questions about quality. Hw many copes per month the 

10, Questions about guarantee or warranty. How long i tie 
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, 4a Ifyou beret Prospect’s question with 
j Reco pring teeth ma 
buying sign S When you answer a 
is critical pros ae 
two words -- Yes and No. 


When a prospect asks me ayes" of “no” question, [Never answer yes OF 
a prospect asks me any question, try to answer inthe form of 
jon at the end of my answer's establishes the 
rl objectives of selling 


T might be able to close the sale now, 
Feheniusnswer prospect's question aod wo wonyer anda 


Ifyou answer a prospect's question with yes" or*noF you may Be oing 
past the sale without making it 


‘do Have to give you 
mew model De ovary 5 


Use the prospect's question to confirm the sale, 


“eter wor itr you got the prospect slg, for 1 response 
ques tat pes te answer a confirms tha te prospect 
ants to buy what you re selling. 


model?" isthe monde you want? If the prospect x 
“nfind out when he wants delivery, and I'm finisher 
Mbuldou et ren? * 
sciy?* 15 Tsay’ the day you needl it detivvred? 
yn move tmumediate delivery? “de 
d time? How soon do you need delivery? 
a give your" How much notice do you 
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There are thousands of 
10 ask for the sale, 


How to ask a closing question. 


5 of pages have been written on closing 
Futon i the word, ou et ba aaee 
the best P ‘an be an expert in your product 


field of endeavor, but if you don’t know hawt 
or you pw how to close the sale, 
diaung out for you Will probably mean a drivedhny window, a 


she experts J. Douglas Fawats, Zig Zigar-Tom Hophins, la Nightingale 
AG define closing as Asking a question, the answer to which confiems 
the sate. Aster you ask thi alimporant gestion, iti eal that you 
fatow the oldest rule of selling: After you ae a closing question, SHUP 
TP) The next person who speaks, loses 


there are thousands of ways to ask for the sale. 
ot you ean set the tone for closing by telling the proypect what your want 
{the purpose or objective of your meeting) when you walk in the door, 
yen, ask for the sate ax Soon as you besa the first buying signa AN 
fmportant guideline in asking forthe sale ito try 1 elite 0 1 

“ble response to your question. You muy not get the coveted eas 
Feault of eliminating the word no, but you will Ret dialogue or obj 
that wll eventually lead to ae 


4 on 
Formulate your closing question inva way that responds (0 th 


offer x possible no response. Before you ay 
besure you have confirmed the prospect 
you conerete buying signals 


K this 


frying (0 sell Me Jones a fax machine. Jones sayy 
but has not yet said he is buying frogs 
sk Would you like me to deliver your new fax machine Ny 
option of ying no, but it is unlikely he'll use it. (Even if Jones sayy a 
“When would be the most convenient time to make delivery?) 


The Key is to ask for the sale in a sincere, friendly manner. Hon 
or use high pressure. If you just stop talking after you ask 
closing question, the tension in the air mounts res 


ike un hour when the room is silent 


is mportant.The buyer will buy if you believe he wit 
for the sil because theyre araid of rejecion, 
money, OF Not sharp enough to recoxnize the 
Vm glad none of those apply to you 


ry 
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The 


sale is 
ifthe prosp more likely to be made 


pect can take owners 
she actually ee 


commits to the sale, 


Two breeds of the 
Puppy Dog Close. 


Breed 1 ... Simply irresistible 
How can you adapt its power to your sales procem? 


The easiest way to sell a puppy i to give ito the prospective owner nd 
the kids) overnight “to see how they Hike i Just try to yet that puppy aWny 
from the kids the next morning. ‘Thus the name Puppy Dog Close. It isan 
incredibly powerful sales tool that is used (with variation) hy sales 
professionals around the world. 


‘Think about it for a moment. 
«Test drive the car, 
+ 30day free trial membership, 
+Tey this in your home for days. 
+ First issue of the magazine is free. 
+ 2day demo of our copier in your office. 


fein use the Puppy Dog Close. bit mone ay 
till for trying to wet the produc i 
fortrialas part of the selling process 


the sale is more likely to be macte ¢ ih 
ipheforehe orshe actually Commis 1 the 


na new sult or dress, before you actually make the 
fowhlng it.The Bi, the feel, he Wok. and the 
Htlooks,are often more influeriia! 
Reema ie otice or rae show in, 
nt ay.70K, Hake i 


lose, 9 10 pet store and ask if you can 
ation. You might want to take your 


od gave Moses the 10 Comm, 


close. Still working. After 5,000 


the wortd, it runs from you 
the world, it chases you 
~ Hari Dass 
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ative sale cae {1229 the buyer shows int 
through the years as the most powerful sng 
A salesman wi 
“only” 10 shares 
$op.000 per share. He would ask the Wanker forlen 


to rst sold in the 1950s 
teanehises were first sold 1950s, 


peal bank. and say there wer 
visit I 


pe would make 
thares are Spoken. 

applica 

vend 

amazement, hie was called 
Everyone was called, 


Good tactic? Well, it worked. Ethical? You decide, 


‘The "Can you qualify?” sale, Rather than pushing the prospect to buy 
you challenge him to be qualified (have the money, get the eredith 10” 

jpurctiase. Often used in doortodoor sales, or big tems requicing credit, 
Mike ears and mobile homes. You can laugh at it but it still iy the backbone 
‘of the sales efforts of many national companies, 


Howw soon do you close a says 


As soon as. you wall in the: dogy, 


8d dessert 
Tait down, Fimmesliately eat the dessers 
to shocked. If they make a comnieny, 


theirs. Ifthey say nO, Task them to pass it over 
best part 


of entering a prospect's office 
him oF her what I would like 
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Understand how. Jour product is used 
80 that you can under 


stand 
how to sell it most effectively, 


The most powerful close in 


the world is nota close, 
The Understanding Close 


¢ knowledge s sels unl you kos a 
Pao) 10 sity and prof the customer On. the one 
the Jl llenge you a3 «0 how far you hive ge 19 nese a 
Fear ccr actully use yOUr producto” seksa saan 
etrtae do they we l(a isk See a a 


ve it yOu can 
terstandl bow your product ts wsed 30 that 
a ‘bow to sell it most efettves 


« The person 
wes, the endl user is not the purchaser! m 
Seterocomeuer is often not the person who nuns te 
wer is the person who will lead you to important sales 


7 
{ts eany to find out. Go visit your customers Wat 


90 MES MLE er itor 


questioning its tse 


n action and 4 
‘Seeing your product 19 act ques 


Pe reser ih a Hest eve 
Freier nowledge that 0 F410 


When your visit is over 
+ Document it 
«Thank your customers for their ime 


+ Report whar changed as a result of it 


+ Make recommendations. 


Thy to measure the walue of these flue benefits 
1. You've built incredible ripport 
2. Youve taken giant relationship steps 
3. Competition will have a tougher time getting 
in the door. 
4, You've sained indispensable knowledge that 
will ead you to more sales, 
5: Your customer now sees you as a consul 
fither than a salesman, 


Now when you're on a sales cull, you can discuss using the product in 
the culomers work environment and have a hands-on basls for your 
expertise. You can ask questions that get the prospect talkin, 

a ospect talking about use 
after purchase. Hf you purchased, how would you use this differently than 
the one you have now? My experience has shown me ...”) 


And if you do it right, 
M%not only a learning opportunity - 
tsa selling opportunity. 


THE SALES BIBLE Blo. 
od, Sweat. 


Part 5 
jections, losing, and SSCS a 
follow-up .-» Getting to YE : 
Persistence , 
| | _ Vcould rete this 


‘The Book of Pest Control 
How to follow-up without 
bugging the cient 


Bo Ik of 


ersistemce 


Persistence 
(with the right attitude) 
is the key to success, 


p 


ck No follow-up system! 
No sale! 192 
Hf you believe in your 
de Sales tools are at vital part 


product, if you believe in 
yourself, then you march 
2x Most sales are made after To success, 

the seventh no 197 


of the follow-up process... 194 


x You've been selling since ‘Obstacles can’t stop you. 
you were a kid! IESE Problems can't stop you, 


Stamp out competition Most important of all, other 
x Stamp out competition 
with a 47¢ sales call 201 Fo 


2 The fax machine will breed sales 


Only you can stop you. 
ifyou harness its power ..... 203 ii ? 


x Oh, no! ... not voice mail ~ Persistence is your desir 
AAHHHHHI! SA 4 succeed combined with 


Se “Lewe a message and Ill be glad IRR nck 
to return your call” Nott... 210 


Can't get an appointment? Your persiste 
Try harder, ry smarter... 214 ESO 


5s Rollo 


The method oF system you y 
se 

to organize your follow-yp 
can make 07 break the saye 


|sales are NOT made on the first call, follow-up is as 
any part of the selling process Follow-up starts carly. Wye 
inguiryeall either by phone or by appointment, tiny 
e is actually 4 follow-up, 


awe an organized 
up Ifyou want to make the sale, 


Paystems. Pick one that works for you 
‘complexity of the sale, and one that yous 


sidering, the time ANd Space it wil gay 
con work for y 
pe ata entry WOF 


nd to keep 


aeceronically 


ect 
8 card file (staple 

4.3x50r5 x8 ca ple business cards to 

Hipwrups ae needed before 4 prospee commns ea MN 

feat desk Jobs tend (0 use this system,and | dont kaos ste, oe 

5, Daytimer ~ 2000 because you usually have han 


reeting dates. It's bad because youre constantly pew 
foany kind of order.A daily pla 


uly 10- Write notes and 


iting, and ning iy 
net/calenda isa must in Conkunetion 

0 keep your appoint pe 
Be ert so kee }pPointMeDKS aNd notes Of the moment bu 


fren tis is going, the way ofthe computer (et Mert eyoute me 
6. Yellow pad - not « very wood system, Pages get lst consane 
Fecopying. and! you panic when you misplice the pid 


7. Scraps of paper ~ ,uarinteed to make you look fd lise sales, and 
eventually find a new career 


Notes to better productivity . 


+ Have special 8.5.8 1) lead sheets around the: 
office for inquiries instead of message pads. 
Mave a checklist and plenty of lined note ypace 
‘on the sheet to determine what type of follow: 
ups need to be of have been made, and when, 
Even if you use another system, the lad sheets 
provide information necessary to wet the sil 
‘off on the right foot, <a 

+ Update all information the sime 
receive it or do it: 


sales tools and using the ordinary tooys 
your sales will increase significant 


ols area vital part 
follow-up process, 


Selling tools can significantly enhance your 
make the sale more often, 


fax, letters, brochures, and 
creates ouvofthe-ordinary 


[to choose his oF her product 
one 
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ing your producvse, 
Vor 1,000 wonder PBB yal a 
Video is orth 

weet ata networking event (eal club, chambee fg 

esiness/social CNSAKEMENIS are the heart of busiper oe 
An invi facility tuiding the business 
Spon yours with ide. A welcome sign 

static arcetings by all members of yo 
Sremorble 
ae prospect k0 back to his office and tak 
Thange itso he will 
“Ad specialty .. Small, useful Postt Note pad, coffee mug Ta 
Se ren tha lb used, soon or Ue aba 
«Lunch appointment . spending a few extra dollars can often lead to 
these. 1 wil also xt the persona information that eds tow wtonsp 
eAfter-work meeting Mecting the prospect after hours can he more 
felaxed and informative Get to know and like your prospect, People wil 
tuuy from their friends first, 
«Tickets ... Sporting events, cultural events and yeminar tickets ane 
appreciated and can help build a relationship.(Go with the eustomier) 
«Letters and faxes . . Gan be used effectively if short informative, 
and humorous * 
«Telephone ..The second most powerful weapon in selling (ive 
being the first). Calls can set up meetings, give information, and a 
ea but calls ean get redundant, and many ties 0 et 
‘also hard (o get a signed contract over the phone, and checks 

© squeeze through the little holes very well, Use the phone wi 


ion, ete.) 


relationsh 

forthe vstorand happy. 

szeetings by all meter of your tam Mae thea 

Be ickets ve a memento. Ade urs 
hot this visi? Hn, 


‘Opportunities 


‘ckets! 
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1 you are creative, hey 
insu flap eel a 
perceive you as hoy nding bim or her 


Most sales are made after 
the seventh no, 


+5 10 10 exposures (follow ups 0 8 prospect to make the fig ale 
cakes 5 not actually sity mo seven times, but each the your 
rose y he's saying, Not now bd 
BP ita: etic for me;'m stil shopping around; hayen't met with my 
ort, you haven't sold me yet 
As a professtonal salesperson, you'd better bare what It tates 
{0 persevere through the followup process and mot quit, 


ling to put forth the effort it takes fo get past the seventh, 
4 ios pet te le .. oF ve taking a fob with a salary. ee 


| make 
‘prospect buy), and work with them in constructing your 
IR see informacion reat SAR 


pd elements from the abOve guidelines my 
re fe ending 
I howto start the conversiti 
evr things that might felp 


ew has occurred that I thought 
to know about 


gor my fetter [info or whatever}."Ir soundy 

Deateaon ihe doesn't want (0 Lk to you 
"Where does that leave you? Nowhere 

[name the stuff} the other day and I w 


ted 
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Somewhere 
our business 
tenacious 


between diapers and 

tt 
card printed, tre fret ta 
we need to be to make that sale 


You've been selling 
since you were a kid! 


Jueould tke 10 acknowledge Joe Bonura, of Honura Training Systems, 
Tipe excellent se”inar proved the inspiration for thi story 


How many no's are you willing to take belore you give up thew? 
Remember when you were 7 years old, in line with your mother atthe 

raarket,and asked," Mom, can I have this candy bar? That was @ 
losing question if there ever was one. 


“Nor she replies. You, the master salesman, ignore the first and 
“please, can I have the candy bar” Mom isa bit put off by now; with 
mind preoccupied with the grocery tab, she siys"l suid NO!"No. 
snow safely out of the way,and you respond, Aw, come on, PLEA 


Now the momma prospect is emphatic."Absolutely NOY sh 
‘pumber 3. (Sometimes she will actually spell it out: 
~iynow out of the way. Time to move in for the kill tsk 
h is here.“Why can’t I have & 


‘eat it until after dinner” (She h. 
pphasizes te caveat “after dinner’ 
2 


Ret out g 


sve ge 


BPP Ts 00 2 You y 
BE pcre on ihe buns cate 
ow a fit in public. Think about that for a secon 
were willing to risk public embarrassment, corpo 
Jabuse to make the sale 


sand getting your business card printed, yp 
j need to be to make that sale. id 


best examples of how to overcome the obstacles 
s, just sit back and reminisce. The candy bar, the figs 
ng the keys to the car, yetting. a raise 
ga da 
But did you hang in the 
to risk? Willing to take & beating? Did you 


if your closing ratio were 
u'd have enough cash to 
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4 quick, inexpensive 
40 get in front of your culo 


OF prospect more often. 


Stamp out competition 
with a 37¢ sales call, 


How often are you in front of your customers or prospects? Ancor NOK 
fiten as you should be. It takes 7 to 10 impressions to peta le and bet 

fo build a relationship. You can get there more quickly M you use the mall, 

Four can't be there in person, send letter. 


‘Aneffective communication by mail can solidity 4 deal.-Do it once n week 
nd the number of new orders, volume of repeat business and percentage 
Dfcustomers remaining loyal will drastically inerease. 


‘Sometimes the writing is already Jone for you. Cut out oF photocopy. 
Gn article about something that pertains fo your customer's busin 
Jomething you know he’s interested in, Put a Postat Note on the 


“Saw this and thought it might be of interest 0 you? andl 


‘teem 


F a Faxing is instant 
ve ofa meeting or seminar that might be Sometimes it ‘oe be the ps 


‘our order or your competitor's, 


Freee ofa pending ote Fronts between y 


eects: | rhe fax machine will ead 
tm proa bntuitesnt weeo sleMe ¢ t sales if you harness its power, — 


puursolves because we know our customer apprectates the time Ut took to 


tention, When a fax is received, itis handdelivered 
ead) immediately. Faxing is stil a technology where nary See 
soup nash fave yet to discover its power and immediagy 


etter will work, if you get It write. If speed of response is important fo your selling process, the fx! 
‘asa vital tool. It-can actually be your competitive edge if used pyr 


Faxing provides instant information, I have often faxed 
middle of a (telephone) sales conversition, 


Here are 21.5 selling reasons to fax someone today 
1. To be first with important information, 
2. To get back with a price,a quote, ora p 0 
immediate need. 
3. To get information ora letter (Or: 
he never gor it in the mall, 


appointment 
Peto or cxrto0n (A word of cnution - Many 


the ‘ord will see your humor, so Keep it clean) 
Femi wth a bumonous fax cover Heel 
naan urgent request to meet because ‘of a pending change 
rieease in prosuctivity;new technolxy) 
19. To show a referral letter from 8 satisfied customer. 
Berries eicethat append in local or national publication 
‘that supports the need for your services 
421 To send something tat shaws you know about the Prospects 


215 domonstute sense of rmmediacy that indicates your desire 
Uo serve-ancl respond quickly ~a vital component in brelding 
«a fongeterm business reartonsh(p) 


“Faux your way to the prospect's heart and wallet 


one thing: Improper abuse of the fax (s another 
{ming is the essential Ingredient, 


‘only play trump when it is to 
‘your ears and you will lose 
or ubusing the fax destroys its: 


All-time great ideas in selling 


Fax a copy 
of your 
daily appointment book 
with open dates 


C¥ou can even show an ap u 
with a competitor) —— 


ed 


heet reflect your exeativity 

Mave fancy notices on their cover shect th. 

Mas undd tt ts nok addressed 10.JOU YOUF eves Will pay 
bell” 


Tereated my own set of fax rules thar 


this document at once to the person 
the fax untess its directed 


Press I... if you want to leave a message 
‘Press 2... if you don’t think your call will ever be returned, 
Press 3 \{ you've already left three messages, haven't had yo 


eturied, and want to send a bolt of lightning ditecty 
fand strike the butt of the person who won't retum your: 


Press-d ... you want to shoot the person who installed 
Yoice mail ca be the scoung ofthe sespeso Dit 
establish 


‘Voice mai isa tool used to 
Vs Your objective st eave a mesa ha 


sa message if... 

f ken with the person before and gotten positive feedback 

Youre following up a good (interested) lead 

TNou have valuable information the prospect really needs r0 know 

TNouhave x pmpared message that has enough impact to Ret the prspecy 
to 


‘Don't leave a message if... 
+ fs. cold eal or exploratory call 
+ Is likely youlre selling something the prospect already has 
+ 1 likely you're up against an existing relationship, 
+ Youe trying 10 raise funds for 4 charity. 
u : stocks, or financial planning services. 


ge your fax machy 


a pages from your appointment book with bape 

a c nt book with open 

eFax.a joke oF cartoon, a 
referral letter from a satisfied custo 

“x an unent reqs! Fea hs or her volce mle heap 

mi he com ld the system come fix itbecause yea 

Jef several messages and they're evidently ting through 

the only thi can figure i that it’s broken, (Surely Me fe 

you're not ignoring my calls") ico 


fd the section on dnarnessing the selling power of te fx 
br more ideas 


Voice mail is not all bad. I's great, when you're in the middle of 

a 
void wo get important or inely information 19 3 Cuinee Seen 
helpful when you are trying to reach an existing customer. I's just 
frustrating, at the beginning of a sales eyele, 


{Your challenge is to beat voice mail by using the one sales tool 
you always earry with you = your brain, 


Just a note on hypocrisy: 


Part of total quality is totally 
If1 had a dollar for every executive 
who doesn’t have the courtesy to 


1 af Comer 
everyone else says. There is always 4 
panel always a way to get your call return, 
area way 10 make voice mail work for you 
‘Do leave n message if. 
shuive spoken with the person before and gotten positive feedhick 
‘Youre following up 2 good (interested) leat 
‘FYou have valuable information the prospect really needs (0 knovy 
You fave a prepared message that fas enough impact (0 xet the prospect 
{0 respond, 
Don't leave a message if ... 
+ ty 4 cold eal or exploratory call 
“+ Teslikely youre selling something the prospect already has, 
+ Ie likely you're up against an existing relationship, 
++ You're trying to rise funds fora charity 
‘= Youte selling fnsurance, stocks, ‘oF financial planning services 


Te 
‘oko Petes 209 


fax machine as an alte 
use your alternate way to 
Pointment book with ape ee 


sppeintnent sted with a een ean 


a Fax pares 
Sompetitor), 


‘ireled (show 

joke or cartoon. 
sraxay 

(fax an urgent her voice m 

fy the company that sold the system to eomy 

cral messages and they/re evidentiy 


(see we section on barnessing the selling power ofthe fa 
Jor more ideas.) fle 
all bad 1s great when oURa 

He middle of a 
need to et Important or timely information, 10a ClStimeE Oa 
helpfl when you are trying to reach an existing customer I's jae 
frustrating at the beginning of a sales cycle 


Yoice mail is no 


‘Your challenge is to beat voice mail by using the one siles tool 
you always carry with you - your brain, 


Just a note on hypocrisy: 


If | had a dollar for every executive 
who doesn’t have the courtesy to 1 
I could buy my own voice m: 


Leaving messages is a ris. 
Ifyou do, create a message 
that will get response 


“eave a message and I'll be glad 
to return your call” ... Not! 


“Press 1 fyouit lve to leave a message, 1 be glad to return your calt 
_as.soon as [can Right-And Santa will bring you a pony if you're a good 
‘tle boy. 


“Press 2 if you're selling somutbing I don’t wantThat’s & lor closer to 
‘the truth 


cy cl you back? When you get someone's voice mall and 


The Book of Perasience un 
xote: There is Never a TeaSON 10 give your sas p 
pal No one 8ther: 12rd ge aR 
myectve ist ninflormation to create postive na 
pase, 
Anall-time classic technique .., 


ed by Thomas J. Elijah 1, of Ei 
vas offered by T r jah & Co, Real Estate, 
SiiceMasters” mecting."Thomas said," eile 


Ve a partial message that inch 
Ser name anc! phone number, then pretend to per eyeo tence 
vote getting to the important par ofthe message Garp ene 
8 ; message. Cutit off in 
midword. It works like a charm because the prospect eant stand poe 


knowing the rest of the information of thinks his voice malts broken? 


Here are a few examples of the Elijab Method: 

me and number, hen deliver half a sentence to peak intereste 

+ Your name came up in an Importnt 
conversation today with Hugh: 

+ They were talking about you and said 

+ Thave a deal that could deliver you a 
hundred thou 

= I'm interested in your 

+ Ihave your 

+ Lfound your 

+E have information about your . 

+ Your competition said 

«I'm calling about your inheritance ... 

= Are you the [person's full name} who 

+ We wanted to be sure you got your: 

+ P'm calling about the money you left 


‘Thad to call Elijah recently to get 


tomer 


say that yoice mail helps companies route 
ihe recording system offered by voice messizing 
Mand allows complete messages to be left. Truc, but 
o fhive nice mall (especially the ones you're trying ro 
pas a dodge: 


[you're thinking about buying voice mail, don’ just look at convenience 
‘Welore you make 4 commitment (0 a specific system, 


‘consider the impact on your customers 


Wilk they be better served? Wil you maintain frienclly, human service 
In spite of the voicemail system? 


‘Don't confuse voice mail with automatic attendant systems. 
A attendant, where the computer actually answers the 
gle worst business invention ever. 


dly type of voicemul system to use 


ies If the person you're calling 
ne and monitoring 
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All-time great ideas in Selling 


“Leave a partial message 
that includes your name and 
phone number and 
pretend to get cut off in 
midsentence as you're getting 
to the important part of the messag 


-- Thomas]. 


Take a risk 

Take a chance. 

Use your creativity 

Don't be afraid to make a mistake 
don't be afraid to fail, don't worry about 
rejection, and don't quit just because 
some yahoo won't see you, 


Can't get an appointment? 
Try harder. Try smarter. 


se symptoms (excuses) occur, 
the one that applies to you. 


The tok of Prence 215, 
+ The prospect feels”sale“rathe 
than “relationship: a 
+The pre 


pect has an untayor 
m nfavorable impression 


tur Company, OF your prudeg 


stive, Jack Gackie). You're not p 
geverea i ing wo let title 
revert you fom achieving Your Objective Are ayy ‘things tke that 


Here are some strategies and tactics that have worked: 


«Get referred. Find someone you know who knows 

ai 9 knows who you want 
Jppoint. Get this person to call Mr. husive for i 
«Use the fax. Send a referral letter, top 10 lista catoon,o 

; 0 Your 

Schedule for next week with the open times circled. Us 
the door. Hehe ct pen 
+ Send a plant, flowers, or a small gift-You will be amazed 
how much ice you can melt with a small gift Howery cin get through 
aabrick wall no matter how thick itis-The right gilt basket Will beng 
remarkable response : 
+ Get close to the administrative person who knows y 
best, Find out what your prospect likes. His typical schedul 
departure times, Gather information, 
+ Arrange to meet the prospect at a networking 
association meeting, chamber of commerce event, 
‘where he'll be? Ask the prospect's administrative p 
+ Send a provocati Dp 
‘or make statements in the letter that 
your product; just pique interest and. 


,.. me SALES LE Ac (theme 


: All-time great ideas in selling ... 


sion’ a few closing lines fo pet the appointment? Here are thre 
1 Ifyou must use the dreaded alternative-choice 
‘close, ask it this way: Would you rather bave 
breakfast or lunch? 
2A better approach is (0 ask the prospect when 
are his open (best) times to meet, then suggest 


meal. 
4. The best approach is honesty. My objective is 
to belp, Bill, but don't know if I can. We'll 
exchange information at lunch. If I feet I can 
help you, 1M tell you; and if 1 can't belp, 1 
tell you that too. FIR ENOUGH? It’s hard to 


say no to that 


BONUS: There are benefits that transcend getting the appointment. 
Using your creative power achieves four other, purposes: 
1. It will enable you to achieve your short-term 
goal of appointing the prospect (and perhaps 
make the sale), 
2. I will provide you with a proven method 
‘of approach that will work again for you and 
for others, 


THE SALES BIBLE w : 
Part 6 You Can't be 
4 Winner if 
You're a Whiner 
++» Wiener,” 


Jeffrey Gitomey 


Woes and Foes 


The | 
Book of 


Law hem La | ons 


x When bad sales happen 
10 good people 218 


%e 18.5 characteristics of 
sales, AHIUTES sarvsernee 220 


You don't have to sell it 
95% of the time the customer will buy iy 


When bad sales 
happen to good people. 


‘There's good und bad in all professions, Sales is no exception. Surveys 
‘show the only thing lower than a salesman in the minds of many 
“Americans is politician, 


‘1.got a call from a guy who said he went (0 a car dealer with cash wanting 
“ man was so bad, he left without purchasing, still hasn't 
‘has told 25 to 50 people how bad the experience was, 
far from an isolated experience. There are thousands 
of silesmanship. But it isn't you. tsi 


reading this will swear,“It can't happen 

ny ‘get cocky, think they know it 

pid or unwise to their tactics, reat everyone in 
ig the sale. 
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10 TESOR to 
the CUSIOMET might ind ee ee 
ine 0 aa apie 
addressing needs —1F you listen wo 


sure to buy today 


5, Pres 


tee 
nso 


z closes and hard sellin 
"IT can get you the pig 
is a repulsive sales tir ue 
pulsive sales line ‘esered for lege 


eaining. or salespeople who like los 
peed of " ke tosing sales. When you eee, 


ett make it obvious 
fiMaking the buyer doubt your inten 
ly to pressure at the end of the presentation, oret 

fee buyer ; wdence and youtose thes on 

B, Lack of sincerity sincerity & the key Io can fa ty 
Hn maiie,is an old sales adage, I's haf tre Singers the key 

ein trust and establishing a relationship witha prospect who wl 

come a customer if YoU are Successfil at conveying the feeling. 


10. Poor attitude -*1'm doing you a favor by selling you. Don’t ask me 10 
gp out of my’ way, because I won't 


Mere Js an easy self-test to determine if you are losing customers. 
Gun you answer yes to these? 
# Do L know my prospect's needs before I hegin the selling po 
¥Am Laddressing the needs of the prospect during the sale? 
¥ Do [look at the prospect when she is talking 
¥Do I take notes and ask questions to strengthen my und 
‘¥ Would I buy from me if I were the customer? 
Am I sincere? 
i Will this customer bring, another back for the stme 


jhope you can answer no to these 


TD ahiaiaal 


Failure is an event, not a person, 
Zig Ziglar 

People aren't afraid of failure, 

they just don't know how to succeed, 
-- Jeffrey Gitomer 


18.5 characteristics of 
sales career failures. 


{We are cach responsible for our awn success (or failure) Wi a 
‘career in sales sno exception To ensure 4 win, you must take a proactive 
‘approach, Prevention of failure is an important part of that process If you 
‘ind yourself saying, ‘i not cut out for sales.”... "lm not pushy enough, 

“Tate cold calling... “Lcan't take the rejection,”... “My boss ts a 


Jerk... oF My bose is rwal Jerk" you are heading down the wrong, path 


chuacteristies and tts of people who thought 
Tun if a sales career But they struck out in their 
‘with theie bat on their shoulder ~ failing to swing 
by fora called third strike, 


The Bh anes 22) 
to understand how to accept rej 


nu; they're just rejecting the offer yones ots NEVE ng 
wth offer youre mange em 


ilure to master the total knowledge 
6.Fa siete ge of your product une y 
you the mena 


freedom tC 
4, Failure to learn and execute the fundame 
7. Fro tapes. attend seminars, and practice wher 
Bteyhing you Ned tO KNOW about sales hay ale 
Fgen, Learn something new every day 
§. Failure to understand the customer and 
Faure to question and listen to the prospect an 
Frcludes prejuding prospects 

ilure e objections. 1h 
9, Failure to overcome ol This isa complex issue You 
potable 1 create an atmosphere of confidence and trust stable eo 
to cause (effect) a sale People aren't afraid of flute; they just don't know 
how to get to success, 
10. Can't cope with change. Part of sales is change, Change in products, 
tactics, and markets. Koll with it to succeed, Fight itand fall, 
11. Can't follow rules. salespeople often think rules are made for 
tahersThink they're not for you? Think again, Hroken mules wll nly get 
you fired 
12. Can't get along with others (co-workers and customers). Sil 
never a solo effort. You must team with your coworkers and partner ¥ 
‘your customers - 
13. Too damn greedy. Selling for commissions instead of hy 
14. Failure to deliver what you promised, Falun 
‘Youre going to do, either for your company OF 
from which you may never recover: If you do it 


icentrate on selling mee i 


‘meet his or her needs, 


1d uncover true needs, 


nt pa us mm 2 


jou are unable tivate 
7 to 10 exposur 


jou are willing (0 


18, Lack of persistence. ¥ 


dhout w fight.¥ 
to persist through the 


just accept it 
se are unwilling 


tnake the sl ‘ 
18,5 Failure to establish and maintai 


a positive attitude 


ule of lite 
‘Me 185 characteristic that leads 10 sates fa 
BINA 
Big Tale No Action 


Too busy bragging about the sales you're x 
and not busy enough making them 


failure is not about insecurity. IP's about lack of execution. There's r 
sich thing as 8 total failure. Zig Ziglar has the answer: Failure iy a 


nota person. 
There are degrees of fuling, Here are 4.5 of them. What degree are you 
1. Pulling 10 do your best 


2. Failing to learn, 
5. Failing to accept responsibility 
4. Failing to meet quotas or preset goals 


45 Falling to have & positive attitude 


tis urgent that you 


Ifyou are weak in any one of the above 18.5 arca 
make a change ts soon as possible, Sales weaknesses are like cancer 
‘mostly selhinficted due to bad habits and neglect, easy to uncover, hard to 
Slits = but not impossible. It takes outside help and regular treatments to 


‘maintain excellent sales health, 


THE SALES BIBLE 


Part 6 
Woes and Foes 


“Of course 
You know, this 


Means WAR.” 


Bugs Bunny/Groucho sar 


nai 
Book o| 
Competition 


x Dancing with the competition? 


Watch your step 224 


62 


Competition 


entlemen, 


Star your sales pitch, 


‘To the victor go the sles, 
All's fair in love and sales, 
I'm in the mood! for sales 


1 Lewis won the 100. 
meter dash three Olympics 
in a row, Who came in 
second? Who 


Are you going for the 


id 


or will you come 


in second? 


There's no prize for 


second place in sal 


When 


with your com 


How’ 


Never 


anything bad. about 
the competition -- eve, 


"Right, if you needed $50,000 or yo 
tee your friend the competitor would sen 
| Competitors may talk to you, they may he 
to help you ~ but ask therm if they 
im betting on the funeral home 


‘they call me to discuss com 
‘everyone = all are statements your 
they systematically plan to 


let's play fair I got the last 
competition is kinda like 
beat, and it's real tricky 


qo deal with competition 


+ Know 


taking 


+ Have they captured any of your eny 


+ Get every piece of their infey 
literature, brochures), 


iployees? 

Matin (sales 

+ Get their prices, 

+ Shop them every quarter. Knon 

and what they featu 

+ Ident 
play on it 


+ Learn where they are stronger than you a 
fix it... IMMEDIATELY, a 


WW How they sell 


hhere they are weaker than you and 


When you are up against competition on a sales cal. 


Never say anything bad about them, even ifthe 
prospect does, 


+ Praise them as worthy competition, 

+ Show them respect. 

+ Show how you differ ~ how yourb 
are better 
Stress your strengths, not thelr 

+ Show a testimonial from a e4 
switched (0 you, 


S26 ro sas LE eh Gilomer 


And fir those of you getting ready to write 1 
caf 00 
‘nly room for wo us 
businesses out there. Stl 
mind the store as though it were true 


te 
for everyone 


Competition does not 
mean war ... 


It means learn, 
it means prepare, 
it means be your best. 


THE SALES BIBLE 
Part 7 


au Hail the King ... Customer 


The 
Bo ok 0) 
Customer 
Service 


2 The secret of great customer 
service ... Ty Boyd 228 


1 


% Outstanding customer service 
is. a powerful sales t001 ....... 230 
2 Customer complaints breed 


sales ... if you handle them 
COMPCLY suse 


Teh 


«lo serve ig 
to rule” 


ta Tey 


ATE YOU Serving others the 


Way You expect to he 
Served? 


Make your cus 
Keep your eu 
Forever 


omer hippy 
omer happy 


Hyou don't have the time 
or the interest to do so, 
someone else will, 


Sell them and serve them 
50 that you can sell them 


customer 


decade, it will BEGIN with 
4 100% satisfied customer 
Start now 


Don’t let your customer 


atisfaction, 


Satisfactory customer service 
is no longer acceptable 


The secret of great 
customer service ... Ty Boyd. 


Customer service is one of the most maligned terms in our language. So 
"we are disappointed in the service we receive (or the 
ettecrmtel in iesste) ithat we go elsewhere, Amazing. The 
any made the sale, got the customer, and then, through an act of 


poor follow-up, bad service, slow response, or the 
er it fought s0 hard (and spent so much) to get 


‘happens thousands of times every day. e's 
many times,And, boy, do we talk about it. In fact, 


mplex ss etal 
1) witb guidlines ana aa oY 


joydl’s wisdom about custome 

some of TB # customer service includes 
gisfactory customer service is no longer acceptale 
“Gustomer service begins at 100% 


{he customer's perception is reality 
‘Amistake is a chance to improve the company 
‘| Problems can create beneficial rearrangements 
«Make the customer feel important 

‘eLearn and learn how to ask questions, 

sThe most important art ~ the art of listening, 


‘y spoke in detail about refining the skill of listening Ii vital Ke in the 
customer service process. As salespeople, we are prone to talk Wi 100. 
much. Sometimes we lose sales and customers because we ful to hearthelr 
true needs and desires. Ty offered the following rules to maximize ye 
listening skills and increase customer satisfuction: 
1. Don't interrupt. ("But ... but .. but... 
2. Ask questions, then be quiet. Concentrate on reall is 


J To tell a customer no at L.L. Bean, 
you must get senior management approval 


customer service 


el? If they do, you're among 5% of 
5% fill short of that mark, according to"Ty 
rmation and spoken worldwide on 


We 
‘Adare 2 


8. Consistent ontime delivery 
9, Deliver what you promise fefoy 
the § fOr AND alter 
10, A zero<lefects and erronfree de 
s cronfee deter pgm 
© 10 ere customers and 


12, Smile eon the phone, 


«write down and live your customer service polgys 
one 


are some examples, presented by Ty, of American 


Jeadersbop and innovation {n customer service é 


Jone ~ Named their service WOW Service and they i “ 
dey have a GOTCHA program = Get Out To The Customer 
Tosa They use the WITTDTIR philosophy ~ What 1 Tides Toa 

ip Do you? Auto Zone has high-energy, knowledgeable emplo 
fedicated Co grecting and helping Customers with a special emph 
fielping, women fcc! informed about the products they need =n 
more than is absolutely needed. Theie stores are alive and 
feel it. 
mn ~ Their entire service policy to employees is." 
judgnent all situations Seminar atvendces who had 


“ged example after example of service way beyond the eal of 


ding going to competitors to buy products they are 

‘and delivering them fo customers at no adtionl 
Before an employee can sty n0 10; 
‘management approval. Think a 


-on understanding the customer to a 

first part we went over what it takes to 
‘teum and used the examples above 4 

‘second part of the seminar, the entire 


sto the Real Boss, Your 
erif you are a firsttime user, 


Customer complaints breed ; 
if you handle them cone 


fastomer is always right. iicept When eae 
Mis ofthe time In sales right and wrong don't mutertneg ee 
frre customer that matters, Keeping the customer sited a 
fiat matters. What's the best method of handing the dread em 
QOMPLAINT? Try the Personal Touch Method. 


Here isa formula | have developed and used over and oveeT in 
fpethod, you must first and foremost TAKE RESPONSIMIITY, ev 
fault isn’t yours or you Won't be the one who hands it The 
“doesn't care, He's pissed. He just wants you to handle t.NO 


ane 15 steps to taking responsibility when deal 
wisfied customers, Not only does this 


or for your company: Tell the 
erlly rand 
hers or look for 2 
it you (and/or the company) 
ake responsibility 
‘ 
buck. “Irs not my jo 
She's not bere right 
else handles that” 


‘eto Cm 
Practical yo 
‘the customer 
{¥ The customer knows exacty fy 
0 
or exactly what they ‘want hut may gg ani 
communicator ad tel you eqn 
tell you ina way thai dieu eee 
If the customer cannot state fig. 
complaint in a clear and eon 
it's up to you to help him do sg 
¥ Remember, you're the customer ely 
Think about the level of servi 


ice You expea 
when you're the customer. wExDECE 

{¥ Every customer thinks he's the only one 
you've got-Treat him that way Make ye 
Customer feel important. 


'¥ The customer is human and has problems: 
just like we do. 


» be aware of some 
of satisfying 


¥ The customer expects service atthe ipo 
a switch, 


Ic all boils down to you. 
¥ The customer's perception is re 


'Y How big a deal is it to try (0 give: 
what they want? 


286 esas ML Ao © 


Customers talk ... 
10 their associates, friends and neighbors 
Here is the number of people they will talk to base 
‘on how well_you handle their complaint. 


3... if you do a good job 
10... if you do a great job 
25... if you do a bad job 
50... if you do a really bad job 


and you will be on the 6 p.m. 
news if you do a horrible job, 


How are yours talking about you? 


que SALES BIBLE 
Part 8 


spreading the Gospel 


The Bool 


oj 


Communic allons 


4 Aweekly sales meeting is a 
place to create new sales 


+x The sales letter will work 
if you get it write 


4x Want to close more sales? 
Listen more closely! 


4x Lear to listen in two words 
Shut up! 


$x There are 100 billion buyer 
types. Go figure 


#% Toward error-free positive 
communication 


81 


Say What 


Communic 


‘ations 


Communication i 
lifeblogg ofthe se 
Process 


the 
Selling 


Communic, 
alking, 


ALON is Not just 


US getting your mission 
Accomplished by 
Combination of 


Complete communication 
With your prospects, your 
Customers, and your 
associates Must be your 
purpose, 


Talk it up, 
listen up. 
do it up, 


$0 you can write it up, 


Communication 


Make an appointment 

Tminute following your sales meeting 
You'll be pumped. 

Why not take it out on a prospect? 


ink between what your company expects 
tually gets soll in the trenches. t's « place 


Bubhow often is the opportunity 
0 often, 


you want © 
pune mee 


n't have enough 
situation lessons, 


9, Sales meet 
10. And 


‘our own weekly meeting 
\eCtiNg, ask yoy 
were not mandatory, who would yee 


‘ould show wpe Un oh, 
x week atndd welsesined Monday mong es 
«They had an agenda and stuck to je 


+ Each member of the staff of seven was gen 


an opportunity to present or lead one portion 
of the meeting 


+They had a sales lesson about how to introduce 
themselves, how to create buyer interest and 
where to network 

There was some, but very litle administrative 
stuff, 

+ There was 15 minutes for produet knowledge, 


* At the end of the meeting, everyone got to tell 
about their best sale of the past week, 


in 


HF his question; 


— 


- ms unless you have thought of some 
to go with them. This rule applies to evEFVONE: Ik Bets Peon, 


ang that help salespeople feel good about themsetye, 


salespeople learn more about their 
‘on one topic per week. Have it prepare 


‘salespeople earn more money. 
tan aay that create roundtable discussion 


from the real world. Haye one customer atteng 
i tell why he or she buys from you. You'll be amazed, but ehig 
lity-The customer will dissect the BUYING process 
you trying ta learn the SELLING process) 


the morning. Have great food and great 


Ne, Fine late ones/reward carly ones. START 

D ON TIME no matter what. on 
people in public, especially 

about an individual, say it to him 


Tred ite 
“Commons 24 


Gel to the point in the first Senteng 
00, 


The sales letter will wor 
if you get it write, 


How important is a sales letter? 


ceived hundreds of sales fetter 
have re ters of all different 1 
frerature enclosed, Just mt you, ater the presentation, fellow pees 
the information, thanks for the order ~you get the idea, Most havea 
cific purpose. Most are not very good (\ininsplring). OK Mos of 
Spe PATHETIC ‘of them: 


‘The skill of drafting sales words om a letter isan integral part ofthe sales 
. because it creates an impression of you and your company When 
the customer or prospect reads it, 


‘Here's how it works If you write 4 great letter, they think you're grea 
Ifyou write a creative letter, they think you're creative Ifyou, we 
dumb letter 


‘some salespeople have a hard time coming up with the 
| Not because they can’t write, but becuse th 


= 


‘The ok of oman 
‘vomit when he reads your letter Make the se a nice, nonbeg, professional closing 7 
Dheavy syrup. Half the adjectives, half the 22 vs sidcration. U1 call you Tuesdays TAN You fo 
ost adverbs can be eliminated. Look behing aisign your first name Only. There ae — 

’ a 

sin break up the monotony: that), pene offic or appr). 
the letter easy to read graphically want to make your plea or point Was en 
“the le sf you Y Pleo point tw 
pullets to make the letter seem Gi Mice, wea BS, 


he) short and sweet. plere’s a tough rivle. Let Your letter sit fora day thy 
e bullets to emphasize the most phan to you? the answer is thin or hokey, you cay oan a 
Here is a tougher rule.Ask someone smnart and impartial : 
0 
Learn to accept eriticism,a ssitque 
ypportunity" instead, try."We are proud ter. Lean to accept criticism and se asa leaniagiaa 


~but rare - 
wie or a formal quote that might end up ina g 
ses very truly yours Gand T mea 


re’s the toughest rule. Ask yourself how this leter would he difere | 
; ER from your competition. Suppose the sale was based on ae 
b Anh ape your cover letter, Would you ever make another sale? Uh oh iy 


Knowing the rules AND practicing them will lead to effect 
Effective letters lead to prospect rapport and confidence. 
and confidence lead to sales 

an article of something, 

good cartoon, Something 
‘the norm to serve 


sTEN uss SON #2. The two important rules Of effect, 
: ; | essere ith order oF you wi mo buf RS en 
Listening is arguably the most importany 1. First, listen with the intent to unerete Memen 
aspect of the selling proces. 2. Second, listen with the intent t respond 
yet it’s usually the weakest pary LISTEN LESSON #3. Think about the way ou titon 
of a sales professional's shing + Are you doing something else when somes nt 


speaking? 


+ Do you have your mind on somethin 
when someone is speaking? bag 
+ Do you fake listening so that you ¢ 
your comments? Bie 
+ Are you waiting fora pause to getin your 
response, because you already know the answer? 
LISTEN LESSON #4. Ar some point you stop listening Wben does q 
that occur? 
+ After you have formulated your response, 
+ After you have been turned off by the speaker. 
+ When you decide to interrupt someone to 
say something. 
aspect of the selling process, yet + When the person speaking isn’t saying anything 
p skill, you want to bear . 
LISTEN LESSON GUIDELINES. Here are 14.5 guidelines to observ 
will maximize your listening skills, increase your produc - 
errors, gain customer bappiness, and belp you make 
1. Don't interrupt. (But... but. But 


‘sentences and during quiet times 
sald (and not said) before 
‘mouth, 


to be sure you understood what 


samazing how much you can learn by just keeping qui 
youre smarter if you're quiet. You lear more by ici Ga 


je listening leads to sales ~ lots of theme Listenbg teary 
most important aspect of the selling process, yet its the 


‘ales professional's shells 
~ flow well do you listen? 
\nswer cach statement Rarely ~ Sometimes of 
A Lallow speakers to complete sentences, 
| Lmake sure I understand the other p 
before responding. 
Hlisten for the impor 


Listener How many Always did you ge 


think you know it all, and Could increase yu, 


nly with skill-building help. 
listening at all 
dé or brain dead or in need of a hearing, 
listening weaknesses into listening 
Taeill” for 1,” or "Twill be” for “I am,” 
vometi for “I allow speakes 


id 


know the answer. 
‘thout speaki 


ran hour w 
ou cat with a grou 


a P.O tak fog 


the first half hour, 

15, Ask questions to clarify 

16, Ask questions to show interest or concern 

17, Ask questions to get more information or eam 
in 10 the 


17-5 Ask yourself,"Are you list 
‘other person the same way you want to. 


be listened to?” 


wok out for poor listeners . 
person who seems to have all the answers 


listening, 
2A person who interrupts isn’t listening 


ually isn 
st is not a good listener). 


(or at | 


“Try being silent for 1 hour. 
“Try not talking in a group of p 
+ Try not talking ata party, 


There are no such things as buyer types 


only buyer characteristics 


No two buye 


are alike 


are 100 billion 


ag the type of buyer you're facing; there are billions 
those four types of buyer things? The Driver. The 
IdiotThe Wig Idiot is someone who thinks 
je ‘cin somehow pigeonhole them into 
ke them buy logus. 


let you absohutely identify every type of 


Pe, "Nef 
po Buyer tyes — ther a6 ter cay 


BOrkze thea ia ay 


ip a personality. Don’t eate 


They ne 
«They think they need it 

+To get a competitive edge 

«To save money oF produce faster, 

+ To eliminate mistakes or people 

+ To feel good, 

*'To show off 

#"To change a mood. 

+ To solidify a relationship. 

+ They 

+ Ht sounded too good to refuse. 

# They got a great deal Cor thought they 


+The tire kicker 
* The liar 

+The logical 

* The indecisive 
+The unfriendly 
“The impulsive 


re kickerprice 

MaYankee salesperson go looking for thar 
“how about the Yankee -know 

; make a Southern salesperson want 10 go 


‘work on any type of buyer: 


all these situations, 
INIZE. If you listen to 
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part 8 


Showing Off 
Exhibitions 


. Remember 
Toward error-free 


Show and 


spreading the Gospel 


1 


IS iS the auth y 
nn A Versio 
| | Of the game. ig 
Ie 


positive communication. 


When someone talks to you, updates you 
asks you to do somethi 


s 1 WS called "Show and st 
‘hasa business communication of any k OO 


cor just needs a favor ae aie 
here is. a method that eliminates 


! | WH of prospects ove 
LY eh 10ms pects over the 
‘misunderstandings and errors kx MDIIO 


Course of a few dayy? 


Where else can you be 


1, Focus on the communicator, 
Stop whatever else you're doing, Distractions cause ern 


Zook ~ av the person who is talkin 
land nonverbally 


Everyone is there 
to do business 
ball 


People communicate both 


5,5 trade show success ‘ . ‘ 
3551 PEG shina bare 
Listen ~ with your eyes and ears, Using eye contact increase rules Thousands of them. 
lnening intensity BP ncale chow 
siness fair/ra 
| 2. Write the communication down. ee nolan 260 
Writing the message of tisk reduces error by 90" game pla 
| 3. Repeat it back. 


All you need is hook 
dr Afier the trade show is over, 
Repeating gives the communicator peace of mind that the message has 
been received and understood. Repe 


how do I follow up? 264 TR 
all dates and numbers twice 
4. Get confirmation. 


‘The communicator will uppreciate acknowledging that you are correct 
{in receiving and understanding the communication, 


ete tsas important as listening, writing, and confirming 


ANI + foe 704/333-1011 


| 8.2 
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Part 8 


2 the Gospe 
spreading ( pel 


" Remember 
Toward error-free “Sov anita 
positive communication. r l | ae eet en 


‘fame, 


2 | A | 'S called "show ‘and Sell, 
OOK O p ae 


W-Lice with thousands 


is 1 | vt | \ ons Of prospects over the 


Course of a few days? 


When someone talks fo you, updates you on 
‘asks yoni to do something, assigns you a 
‘has a business communication of any k 

or just needs a favor 
here isa method that eliminates f. 
4 


‘misunderstandings and errors 


1, Focus on the communicator, 


Slop ~ whi doing Distractions cause err Everyone isthe 
Zook ac the person who is talking. People communicate ty 
‘and nonverbally 55 Ww success 
Listen with your eyes and curs, Using eye contact increases 7 3565 tale show succ Pee stv ina barrel 
listening intensity pies BR housands of then, 
| 2. Write the communication down, dr Business fair/trade show 
Writing the menmige or task reduces error by 90° 


game plan 200 
3. Repeat it back. 


er the trade show is over, 
Repeating gives the communicator peace of mind that the message has After the trade 


‘been received and understood. Repeat all dates and numbers twice how do 1 follow up?. 264 
4, Get confirmation, 


er else yout 


to do busine 
h verbally 


All you need Is a hook, 


Tl supply the bat 


‘The communicator will appreciate acknow 
acknowledging that you are correct 
In receiving and understanding the communication 


. what you promised, 
Delivering is us important as listening, writing, and confirming 


communication is up to you. 


May be reproduced by permission of The Sales Bible” 


Your annual convention 
‘You can see a concentration of people in your industry 
Nowhere else can you see this many 
customers and prospects at once. 
You have no time to waste, 


35.5 trade show success rules, 


‘ts time for your annual business fr, trade show, or convention Hundreds 
“of your customers, prospects, suppliers, and competitors will be in town 
for 2days, Nowhere else can you nce such a concentration of people 
Industry 1es ubout opportunity ~ selling, prospecting, and relationstup 
‘ullag How wl you take advantage of i 
Mees 


yan the proper use of tI 7500 people will trend 


fi, What does that mean to you? And what should 
do you capitalize on this event? Nowhere else can 


jan prospects at one time. You have no time to 
the plane until you wearily make your 


ets chance to get away from the 
ime, If You want to be successful, 


gaff Be prepared with y 
si Have Your pre 


pevelop Your & 
js and objective 


of crs you wal 


“0 
the main/best hotel, tc in yh 


but its Worth i l® OCwhaty 


2 will have the adh 
n things of importance 
s will be flying in on your plane fy 


TaN Of being rete 
ny Convention exh 
ind them, ri 


being 
7, Target five important people in your indusiry you yany to get ; 
toknow, and make it your business to seek them autandulewoteg, 
je memorable. : 
8. 10 customers. Connect. Build relationships Take them io 
dinner. Solidify your position asa vendor 
9, Target 10 prospects. Connect. Build rapport fora biter 
(0, Find out about every hospitality suite and afterchours p 
given. Target the ones where your prospects are most 


Go there. 


fre Gitomer 


ad, Look for opportunities where you least expect 
Gerben erator in the restroom, the restaurant ~ 
M prunfy- Youre going to be face-torface with 
“und people who influence them a 
everywhere, No place is off-limits. discs, other 
Bere icon ‘alert for the people you're lo 
Fea badges Tall ant look Cthout being rude).You never kr 
soul bump into a major prospect (or miss onc if you're not 
paying attention). 
T7-kyou want to say hello fo everyone, do it fast; you ve {or ayy 
75 seconds per person, Youd better be able to qualify fast. BUT Cand this iy 
41 big bub), when a person seems to be a good prospect, spend « litle extey 
time building some ripport for the follow-up, Don't waste time doing, 
onpeaductive things. Every second is important. If you have 2 days and 
5,000 people are there. ou get my poi. 
18. Don't prejudge anybody. You never know whut boss may decide 
‘fo come in casual clothing or wear someone else's badge so that he won't 


h decisi 


eben 9 

4 spow (tell) how you SOWve problems 

Te sunless YOU nc ee Se 

. va * im, or you hase at 
© Smet 


thi 
ye prospec 
sere vbat Ye 3 "what you do, 


i Prospect doesn't on 
level of interest. 1Fthey neoa 
need Wh 


,, Deter 
ir interest level on theay 


Pin the 
write notes on the back of business cards immedi 
oon ho contac youl ner ene ea 


non the back of them as you s 

teemation Peak and immediate 

you get 250 cards and have no not car etter 
if notes on the back of them 


tir up ater the show: Your effectiveness reduced by SOM 
Hee prospects’ business cards as siles 10018) You can even wale ten 
ve show: Ie sure to write down the personal appar) iems-= pl 
dtildren, sports, theater ~ to reference later when following Up . 
31. Be remembered. say, xzive, or do something that wil ay inthe 
pospect’s mind in positive, ereaive way), 
32, Time's up. When you have delivered your messige mde your 
fonuact, and secured the next meeting or action, move om, 
33. Have a memorable handout or ad specialty, something that wil 
Greate long-term goodwill with your customer and prospect. Something (0 
tulkabout when you follow up after the event F 
Regroup at night and plan or replan for the next 
en fast at a convention. You meet new people, deals are in the of 
‘influential people in your industry are accessible The only a 1 
the maximum benefit is to have a weiten game pla 
to change it as events unfold. 


sober all the time. Irs « distinct 


prospect down to the next action, p, 
: . Don't 


agreement of wi ta Hop 
hat’ next be 


When you have an opportunity ty 
see 7,500 prospects in two days 
capitalize on every second 


Business fair/trade show 
game plan. 
Opportunity ... 


“A business fair or trade show is one of the most costeffective marketing, 
‘methods there is = either as an attendee oF exhibitor. How are you yoing to 
i “henefitand capitalize on the opportunity? 


owerful statements: 
‘Firy and moti 
written di 
rms of what My Prospect neeig 
Needs? Ig 
aston tg 


asks? Way 


Mum {going to try to sell other exhibitors? Of couse fam 

= Let them know you are an exhibitor, too! 

The best-selling situation is CBO to CRO, 

> Use a well-thought-out, rehearsed, short 
statement about who you are and what you do 

> Try to establish quick rapport and confidence, 
either through mutual friends, known: 
customers, their competition that buys from 
‘you, of your ability to explain how your servic 

4 can benefit the exhibitor, 


{/ HAVE LESS THAN 1 MINUTE TO DO THIS, 


g CEO, walk around 50% of the time cig. 


Walk the show on setup night and select 
there to:network with as wel 


‘be aware of time. If you see x prospect every 
‘only 180 prospects per day. I 3,500 p 
than 6% of the audience. 


y second is valuable. 


sfulr and you're making your game plan, 


‘or some of each? Almost everyone 
for sales, or learning bow to 
‘get sles information from exhibitors, 
uplish this delicate mission? Be discreet anc be 


bey’ will form an impression of you 
Lattempt after the shou: Best way 


Give ad specialties out 
them in a pile for 

Stand up the entire time 

If more than one person jg 
company, 


ending from 
ign Coverage responsibilities 


Pay attention to customers immediate, 
Haye the booth covered 100% ofthe tine 
Qualify each prospect quickly wit : 
ended question Han ope 
Use the four qualifying rules 0 get ead and 
make sales: 
1. Establish rapport 
2. Establish need/qualify, 
3, Establish interest 
4, Establish next action (mail call, appoiniment), 
9. Have lead sheets (and a stapler) if you need 
information beyond a business card. 
10, Determine if you have a friend or customer “a 
in common with the prospect. @ 


11, Write notes on business cards or lead, 
sheets immediately, 


also gives you the unspoken/unw 


‘booths, This doesn't mean you can't: 


you haven't done your follow-up withjy 
2 days of the show, your competition has 


0 last week. Customers and prospects 
‘There were companies that were e 
‘copies of orders directly from their 


speed becomes it lethal weapon, 
in the selling process, How fast 
‘leads will be the measure of 
followup emails from the 
the punch (and sale), 


have blank busine 

ss can 
ard“leads* over ipa 
written on them, your abiliy tnen 
follow up is diminished ay 


\ Your 
‘here nothing 


+ Do you have a lead sheet or ques 
was filled out at the show? anata 
+ Do you have scripts or actions 


for 
follow-up contact with prospects» ue 


or’s bow to succeed at show ov business fair 


+ Define your follow-up program beforethe 
show. Make sure the information you're 


gathering matches the information needed for 
effective follow-up, 


+ Draft a nice, short, creative, nonvomit 
follow-up letter. 


each prospect. 

+ Have a scripted first 
and ties back to the inform 
gained from the show. 


1266 rss ma > 


hy these opening tines cn the Pi: i. 
Jim, had an idea about your 
Spoke, bul couldn't find you agai 
Wht have you thought about ... (or 
your company currently using 


+ fl coukl'e wat until the Carlin # 


Fair was over to get back 
thinking about 
« Mary Iwent to your Web site and I 
idea about 
+ Twanted to get together with you a few 
inutes to show you some things about 
) that I didn't get a chan 


[ 
address atthe business fair I could do it in 


under $ minutes When Is good for you 


Croate your own lines. Find one or two that work and we te 
‘on evwnjone: 


Your entire objective is to get to the next step in your sellir 
cycle. That MAY mean making the sie, but probably NOT Most of 1 
isan appoinument that you'r selling Whatever iis, focus.on completing 
that step nly, Salespeople tend to overshoot the situation and sell vs 
much, or send (99 much, 100 quickly:This makes the prospect nervous 
defensive You know my philosophy ~ send ONE potato chip and me 
‘them hungry for another, 


Monitor and measure your results, Fealuate your w jeekly results for 2 
‘months. This will help you determine the cost ‘per sale 
‘ill be going back to exhibit next year 


After tie tradeshow is over, it's a horse rave to the sal. 
t pice to the sale. How well you 
Palghat wellyouite bred, who's riding you,and your speed in the 


Mlghavay and the curves wil determine the winner ct the rice 


oping you're a thoroughbred, 
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s by 
ces 


Association(s 
sue ) 


| re book o “Dont ak 10 strangers 
: OUF Mother sid, 
\ el wO rl 


(The oping pk 
THe pny 


Susan Rote 
How to Wong 


ing 
a Koon.) 


x Neeworki INe 65 nohing sping 


making success contacts... 268 RARER a 
# Networking 101 BP WNL LO succeed ah 
How to work a room PE ewworking, you'd be 
& Networking 102 Start talking to strang 
How to milk a room 272 


How do you plice a yalue on 
aa solid, wel esublshed 
business connection, x 


ESA ie who isin a positon wo 
organ os 2 


dr Establishing rapport when 
working a room 


dr Success rules for joining a 
network 


help you and your busin 
2 Networking is getting known 
ie ne BEA hese connection 


make career 


% Elevator selling. New heights 
in networking 282 


% Documenting, tracking, and using RS 


your networking contacts 

for maximum benefit. 284 
2 Networking .. 

The Official Game™ ...... 


Oi 


{oo many frie 


Pee opportu 


Awise man knows every thing, 
ashrewd man knows everyone 
= Chinese proverb from a fortune cookie 


g... The challenge 
‘success contacts, 


‘help build your career? 


d networking? 
(nonbusiness) hours « week 


pent at optimum productivity? 


Treen 
eee conte etna 
aa ch 
Bee x More business contacts, 
gr More sales. 

s education 
dr More community involvemen 
Networker's Credo 
1 know if 1 get inyolys 
budget my time, attend niet. 
network my butt off, and do itrigt, 
the results will exceed my expectations: 


of joining any organization, 


‘To succeed at networking, you must make a p 
Here is ¢ questionnaire to belp you formulate a game; 

* Where do I network now? 

+ Where should I network? 

+ Where do my best customers network? 

+ What are three organizations I should 
investigate and possibly join? 

+ How many hours a week should 

«Who are five prime people I 

What are my first-year netwo 

+ Do I have the networking ski 


attend a business networking eren " 
with a friend or associate, split ypy 
It's a waste of time to walp 

talk, oF Sit tovether, 


Networking 101 . 
How to work a room. 
‘The | tals of Networking Success 


Qiebobtet# ln # couple of hours).and has more of 1 so. 
‘business socially - and it's fun) 


orking, consider this: If there are 100 
‘hours to network, you can speak to at 
ke 40 contacts. How long would it take 
“environment? Probably a week 


is bery fw actually know bow to 
chmiques and tools you can use to 


Ning or 
inne, 
aste time if the person isnt 
x 4 800d prospeey 
time but Ne pe 
person's name at least iwi 


We. Few ty 
‘cause iS The MOM pleasing ge eI 


18 Won 0 theif ear, 


ist impresion, 
dose jump in, eo 


arly, It's hard to eat and mingle: Ger your 

13 tat you ar ic 0 ae anh a 

irork the crowd effectively 

14, Don't drink, 1f everyone else is bit oose youll havea dines 

sdvantagze by being sober (Have a few beer afterward to celebrate your 

pew contacts.) 

15, Don't smoke or smell like cigarete, 

16, Stay until the end. ‘The longer you stay.the more contacts 

you'll make. 

16.5 IMPORTANT NOTE ... Have fun and be funny. ts 

cancer operition; it’s & great time to get (0 know others and) 
Felationships. People like to be with people who: 


Where to Go ... 


‘say,"T go to networking events, but I don't get m 
You're not following the fun € 
our prime prospects might be 


aire Gomer 


On by 
z busine 


To make the most of a networking evens oe TO APPOINT THE PROSPI 
spend 75% of your time 
with people you don't knoy 


7. 


> all pertinent info on the ba 
Networking 102 Sore ieee 
ee" 1 sell your product/service, 
Seen nilk a room re 
Tro ° oy ¢ of time. After you hi 
10, Be aware of t Ne established the ong 
i jess card, established rapport, and confirmed yo HC, BREN the 
The Secrets of Networking Success Te So a ne ra 
*T wish 1 could get more leads when I network If you have said this 10.5 Play a game with a co-worker. Ifyou go with 
{0 yourself more than once, and you're willing to yct serious abou the your company, bet who gets more (aie nT ane 


sclence of networking, have listed some techniquies and tactics that wih jess likely you'll spend a second together 
help you succeed in getting solid prospects, 


IF you're not following the fundamental rules of networking (sce the 
‘previous nection) don't even try the subtle ones - they won't work Yi ot the fundamentals down. Now ts <piaeonr ge 
ledge To facilitate implementing your networking ply 
10.5 Subtleties of Networking Success Bec scines, Newworking sa poe 
th ‘Weapon. If utilized properly, it can provide the bass for your 
sible, y Jpowth. It did for me, Below ane 125 of my personal networking 
les for success b 


1. Our office has a yearly wall calendar with all 
poe to "ia posted and a small bulletin board nest ro 0 post he 

fe any valuable contacts, |” Fromotional pieces or invitations. tis updated rei 

i relationships. Tak to 2.1 follow the 50-butt rule. 1f there are more than 


‘them, the stronger their loyalty m,my butt is there too. 


More Networking Ideas .., 


Tel 
tag 


All cost. Don't complain oF speak Poorly abou , 
erknow ifthe prospect you're (alkis Ifyou are able to establish ra 


you will have a perfaer ee 
when you follow-up to may 
Py ar "i 
h time with one person or you desea the 
ouifind a good connection or lead, spend. ishi 
Ppesetivelsald and herd enough, He sm Establishing 
tment, pique interest, and MOVE ON h . 
advantage of the entire room. 1 yo, when workin 4 room. 
ha prospect, that gives you a possibility of 20 cc, : 
DsaluablesThe size ofthe event dictates the : 8 
‘with exch person, The larger the eve webster defines rapport with several words relation, 
fees time you should spend wane umn and acement Rapport is subue yet ae 


g process. Establishing rapport with a prospect ata 
feent enhances your ability 10 appoint (and sll it the easing 


Follow these guidelines to maximéze your produettrty a 
networking event 


already know the person... \fyou havea 
it within 2 minutes. If this person is youre 
“of minutes building the personal relationship by 
interests. If he or she is talking to someone you don 
disce if there is a fit for you. If you make 
er card from the person and {MMEDIATELY ¥ 


what he's doing next weekend. You m 
items ifan event is near OF just pas 
ert play or business function, 


But 


ow litle abour this person, you can begin 
Minish this discussion” part thar will solidify «he 


‘about things you like: Don't. Your 


set crrstin an etworking org intl 


the back of their business cards. Be sure : 
nal you spoke about so that you can ong does i mnshipt 
oe Fe cin itm mah ae deh 
you 


tic neon suet of mal ner 1 Success rules for joi 4 


i take to establish a networking relatos 


Y how a 
eto be have a good company. and can dele ee 


How much time are you willing to invest in your netwons 
Therein lies the answer to bow - 


successful networking will be for you. 


10 the Charlotte Chamber, Early Risers Leads Club, Business 
"Network, Metrolina Business Council, PenWork and 
ps.I regularly attend meetings, give my time 10 make 
strive for leadership positions, and work hard to 
iain relationships. I am also involved in four comm 
That's how I network. 1 spend 60 hours 


ion . 


114.5 Guidelines for Joining an Organizs 
‘and Succeeding at Networking 
Where your prospects are. Try to select groups and oranizay 
Fe a or eee cring a One eo) lca i eae 
some of your present customers belong. 
2. Don't wait for your success package to arrive from an 
fon after you join it. To identify your best resource for 
prmokingand success, just ook in the mirror the nest chance you yey 
(pretty goodslooking, huh?) 
3.1 benef, you must commit to be involved, then ger invaives 
ding. For the 


4, It takes time to build trust and get to undes 


first few meetings, ust listen and observe. Pushing to0 quickly gives other, 
away feeling See where and how you can hest fit into the yroup. Just yee 
self 


by sieay ‘help quality people. The rest will take care « 
5, When you commit, be there consistently and perform. 1s 
attending regularly, you will be seen and known as consistent 
6. A 5-year game plan is essential. Ask yourself 
"Where do my prospects/customers participate? 
Who do want (0 develop relationships with? 
* What aire my expected results? 
+ How much time must I commit? 


you meet @ prospect in a 
20 eS Ge Wel qe OU 
1 if ya “Ong 
vette 
be asale 


‘help 
pow = eg 
‘Ope Th 
rest wil 


and politics, 
her 


get known) as a leader, 
pe seen (zet kno a 
Kea saan prospect. He oF she wil ra es 
~ 10809 pe 
4. 
see y' 

Mis identify them and work (ny are hen 
me 10 40 KetWOrK) with 
ature relationships breed sales, iyuy ye 
elaionshiP with someone, he will §o out of his Wayans 
pighe recurring universal Networking lea 
and Dep ct’ eo. The res wl ta cae of 


ww 
now 

to build a successful network is tied. t0 your 

tobi 


your ability 
Yourition to take whatever time is ne 


edict 
And youre 
The acid test of 
Mark your calendar 1 year 
Don't miss meetings 


sary 
lucky ~ the outcome of your Success 516 


ets ae 


what would you do ifyou knew you couldn't fay, 


Robert Schuljey 


You'd take a few more chances, wouldn't yo, 
Jeffrey Gitomey 


Networking is getting known 
by those who count. 


Anne Boe was one of America’s foremost networkers. She worked! hundreds ¢ 
rooms an a speaker und author Cs Your “NET Working?) Boe turned! an idea 
‘she had yearsayo Into a career as a keynote speaker = all by neew 4 


‘Las present when she spoke 10 90 members of the Women’s Business 
‘Owners in Charlotte She was grea, Her talk provided pragmatic insight 
{no the career and financial rewards of building. a solid network 


Hoe, a brillant awarchwinning speaker; ted the audience through the 

rycholopcalBarers of networking avoidance, and empowered th 

ian wh tough provoking sateen that had people tesning into 
pers deals farce Ded People laughing to the point of applause. 


a4 mais when was followed with a wall-sized 
kc sthe , 
SHON Cf showing nh soses 


1 wish I woulet 


ti ee neworing 
ins involves risk You 
TU ke Degg 


¢ yourself: 


lenges the Br 
ive thoughts and tu them go 
wive as much energy ighe 


+ suring negative eNETEY iLO positive enenyy i 
pps (1) Turn worries into goals (2) eas ni 


ere isa capsuile of Hoe’s fo or making your NET 
tere action every clay ~ one small dose ata time. 
“Gall at least two people per day (Uhat's mone than $00 
+ Go to at least one networking event per: week. 
‘ietakes time ~ 6 months ~ to begin to establish a 
{Make friends when you don't need them, 

Jke your customers and clients your friends 
‘ifyou add value out, you'll bring value in 
‘Learn to go with the flow: Don’t be afraid to tras your 


she gave everyone plenty to think about and plenty 
like "Networking is getting known by those who 6 
motivated fo act in your best interest, 


[Atthe end of the meeting and seminar, was 
Gitomer Networking Rule #16 ~ Be at 
last to leave). Sure enough, Anne B 


fro 0 


The object in elewator networking is to engage the othey 
passenger before the doors close 


and get a card before the ride is oney 


Elevator selling. 
New heights in networking, 


Going up? More than 10 floors? [challenge you to try to get business 
card oF lead on your next elevator trip, 


‘Thousands of people take elevators every day ... usually in dead silence 
Gompany presidents and salespeople in the sime elevator and no one is 
‘speaking. Thats no fun. 1 have taken a new approach to clevator riding 

1 ty to meet someone new and yet card oF a lead every time I go up or 
‘down (and there's someone else in the car), 


‘of see who Ison when I enter. try to select the 
the passengers. If there's only one other 
nex infinitely clear. 


ler with a statement or question ~ 


‘you do? That is the operative line 
‘k the target in the bullseye. 


Ls cxperenr: non 
tind Fearne’ arted selling life i 


NNevervice. We exchanged cards 
any USE nand ti Tt ight 
© 


remember, very CEO and bigwig in your g 


fs cance 0 meet im or her Jt ar gaat 


as ror It will work 


ca 
some additional guldelines for 
yee are on SUCCOSfulelenaon 
Me aint got much ime. Start aking immediately anna 
ijeetevator Say the ine, What do you do? belo ieeag 


to move 
have your cards in your shirt or jacket pocket w that you 


them in a second 
oat press. IF the person chooses Motto tak lett 
“Men will be more receptive than women: én 
Jifit’s a hot one, get off the elevator on the prospects fos 
completed the deal 

‘fe careful if you follow someone off the elevator th 
‘may feel you have the wrong intentions: f 

+ {you didn’t get all the info, watch which way the 
follow up with a cold call 

‘its awkward the first few times, Practice until 

‘smile and respond to your opening remark belo 


Try this approach: Get on the elevator at the i 
"uve a deal for him and you ean get him) 


You must develop a game plan and 
some form of computer software fay 
contacting, following up, and appointin 


the people you have connected with, 


Documenting, tracking, 
and using your networking 
contacts for maximum benefit. 


of all those networking contacts you worked so long 
‘need to organize and compile them in some sort of 


Minimum essential in 
to make contacts af 


able 


> Name 
> Company name 
> Title 

> Company address 


> Phone (including area end) 


> Cell phone G youre 64 enough, 
> Fax (including area code) bi 


> Email address 

> Company's Web site 

> What company does 

> What contact does at company 

> Who decides or others of importance at 


company Conce you meet other 
their own file) 


> Where I met the contact 
> What | hope to gain/how they: 


> Personal things about my 
name, kids’ names) 


> Special information about 
players (boss, secretary, 
> Strategy to get what b 


SALES BIBLE . 
“i THe part 10 Take me tg 
286 om 9 prophets and Profits your leader 
oe Meader 
your nett 


ake leader hy 

Postion 
YOU Want io helo 
rc 


1 the ney 


Networking ... The 


+] B 2 5 tense 
The Official Game’. 1 ta . 
> Boo x O Lead to succeed), 


‘and the tv, play Networking. The obje 
to know more people than te p 
Here are the affielal rules of t 


Here are some dirvaton 
for taking proc 
ship rok 


Lea derslat Pp 
1 polnt if you know someone i 


2 points if the person sees you (and 
acknowledges you) first 


3 points ifyou see a minor celebrity 


mt 
(sports figure, DY), 4 85 qualities of a leader... 288 

5 points if you kiss someone of the J; Sales manager Success sid 
ele eal requirements a 

5 points if celebrity acknowledges D faes managers can help 
you first B 


for hurt, It's up to them 292 
It's best to agree on when the game starts and ends. For example 
ata Hornets game it starts as you enter the rotunda at halftime — you 
Salk around once back to your section and the game is over.(A scoring 
Narlation at the Hornets game: Spotting someone upstairs when you're 
downstairs is worth 2 Points) 


Pe Soaks that are music to my ears when playing the networking game 
= Hey, Gitomer!" (2 points). 


101 


Ifyou're having a hard time fo Mowing 
JOU might try leading 


ties of a leader, 


Followers tend to resist change, 
and take advantage of the 


stand others, Yourself, and yous 

g. under ran oan open ee Sg 
odes ge bres wreater understanding IM 
fitment ... Commitment is the 
ioe sics 2 realy. Dalyrededeaa 
jeder weer leaders and Would lage oa 


ead a group OF Committee. Do why 
pil. Lead a grOUP whatever 
Sarto Do it again until it begins to feel ‘natural, 


gawinns he power of the people yc mi 
Iaership and the p the People you seek to lead, 


Slop managing. Start leading 

Ifyou think abou 
» there are great World leaden, 
but no great world m¢ Meg 


Sales manager 
success requirements. 


Sales managers, beware. No one wants a 
arene me wants ateade yO wi0K ADOU Here are grey 
fs, but no great workd managers 


“universal misconception among bad sales managers ~ they gy 
tenes aon as many —the a 
i¢job =and unfortunately at least an equal amount 


risen through the ranks by superior sales 
‘managers without any Cor minimal) training, 
ill ull thelr company twice. Once because they 
Hance because they have left their former 
ting a sales volume void, 


ny will do and What the gh he 
be met. Have fat DR 
Very perfor ine. Be + 


ieeethelots 
keine 
an 0 ses 
fanagement, sales, and attitude i bi otis 


5. Motivating - 1¢ 


‘rete an ay 


whey 
Wg and et PVE ate ang, 


high tumover of; | 
te 
Nis of dolar in damage wally yet 


ie everyone but him 
the deserved "ax "after doing thousan 


Jil of the 
ale rath oF nt ae a 


G. Selling ~ Managers (and trainers) who don't sel, to 
‘with reality: How can you lead your sales force essing the 
customer needs? There should be a regular pattern of selling both with 
reps and alone in leadership postion The rule simple fon ant 
selling, you can't lead. ‘ 


above. Don’t tell someone to do 


manager, you want your sales team to 
to lead the way, Remember, in 0 


mnt fre ioe 


To bea great leader of Salespeopy 
make them follow you, not your pay 


Sales managers can help 
or hurt. It's up to them. 


deans Managersfowners can encourage or dsc 


’ policies and actions. What makes 
Ses yoartea manager tien ask x salesperson who works for hin, you 
it ‘completely different answers 


{ist of sales leadership traits compiled from three sources: my 
[experience interviewing more than 50 sales managers, and ask 
0 salespeople "What makes an ideal manager?the 
its provide some excellent guidelines. How many of these 
n You Say apply to you and describe the way you manage/lead? 
these traits do 


‘exitmple ~ Don't preach things you don’t follow or 
7 Mt Lead by doing, not telling, 
positive attitude ~ the single bigeest step you ean 
ess and the success of your people. Keep your sales 
happy example. 


+ Take some customer complaint cal 


+ Make customer thank-you calle 

management makes a great beginnin 

+ Visit your key 
h 

per mont 


+ Call satisfied customers - ing 
Find oot what makes youre 
happy and what kind of job your eps are dogg Me SMO 


alter a sale. 
Roa rea il om 


‘ecounts with youn reps Saar tya 10 sales catty 


eck on sales reports Periodically ~ Make sure your, people 
aren't just filling spaces to make it look good. 
+ Ask for feedback - from saleypeople, upper management, 


and customers, 


+ Put feedback into action - show the staff you're listening, It will 
encourage more productive suggestions and boost morale bg time Show 
you have the ability to change and grow, 

+ Back your staff - When a customer hus a problem, defend and believe 
in the capability of your people- Don't judge until you've henrd both sides 
= Say nice things to your staff on a regular basis ~ Have 10 times: 
as many nice things to say as bad things. suc be 


+ If you must 
else about it, 


“al THE SALES BIBLE ; 
Part 10 What's New? 


Prophets and Profits 


oy res sus me 


for exceptional work 


murds and give awards 


sles reware estat anyone ci , 
roe Ofer incentive _— 
Pytake your office a fun place t0 go ~ Do r<r % 
ashed in? 0 follows through and gets the joh a 
Who are taking 


She known as the person wh 


on the 
fe or else you will de 
a open for the opportunity to improve or sel] 


job 
the personal Fesponsibility 


for going the ¢ ‘mile 


«= Keep your ts, it will inspt 
weekly.attend every Seminar possible, aby fan 
+ Train, train, train -Train weekly aa ore a 
seams dally, and! read! books having anyth ster Pine 
audiocasserte programs dally, and r h 1e OO for their company 


‘and for themselves, 


falesand positive aticude, And don't just give training; take 


tHligh turnover? = Ifyou continue to lose people, you may want to tak 


ai al 
coker look inthe mirror. 1k may not be them | ae d Take what you 
( } Y AUKE What you learn, 
0} I em S ‘and start a trend 


The most important i 
ofall the guidelines ... 
Don't manage anyone 0 


vx What's Bob Salvin got to do 


except yourself -- wih Lt nn 
be a leader. 


Here's how 


The new breed of salespeople 
they rely on truay 
and product knowledee 
with a minor in Sales sige 


e new breed of salesperson, 
Anon-salesperson. 


Js new breed of salesman - oF should I xay 1 att 
he worked for Glissie Graphics, one of Charlotte's premier 
Wis in production, and he had! about reached the top of 
atthe plant position he was in. Me yave all the shop, 
‘People would say,"He's the best salesman you've gor 
‘sold 4 surplus printing press, Mis boss, Bill Gardner, told 
o Into sales, So Chadwick decided to go into sales 


tive-o ‘close or the sharpangle close is, 
-siys"But ifyou ask me can you gitefold (double 
n sue tell you that ~ and that's what the customer 
‘of work. Fist paced ~ no one who needs 
ne veryone needs it yesterday” 


es assets and attributes." Enthusiasm, 
Classic Graphies posters on my 
nd my peers so I can tell them who I work 
ny ability to help the customer 
‘on my product knowledge” 


ago, Jones realized that pep 
er than going through the 


was a banner year for Caroling 


Asphalt This 
10 exceed the sales o YEA Jonesy 
‘ales of the company’s best ules | 
Sales volume will also be important for Nelson a 
clson MeSwain. He works fo 
Wireway Husky. leading pallet rick andwine oy m 
age man 
Denver, NC. For years Nelson worked inthe ees ase 
and was later promoted to head of purchasing 
salesmen come into his office every 
to sell for his company 


1'm perfecting, my sales cal based on the hundreds of salespeople who 
have called on me over the years, Some dil i-rght but the vist majo 
Jad (Call wrong,’ said MeSwain. “My sles presentation wil be ust What the 
buyer wants to hear 1 know because I used (0 listen foritwhen ought 
The company has also hired a personal ining foe yeand he sincredbie 
He is helping me gain the sales knowledge I need to complement my 
product knowledge” 


‘Chaalwick, Jones, MeSwain, cd thousands like then 
care beginning to emerge asa new Ope of salesperson = 
steeped in product knowledge 
and practical protlemesoloing capability — 


sire Sime 


‘They 
retin cx oor = FOTENTIN crag ‘tra 9 


5 Jes smoother Recase they star it rghy 
See 


Fearn boy 
bY netwo, (0 win 
Beery and wooWer sales is for your Hes nts nd developing 
ue ie jons, report to your sales manager jy onsbips with wing 

~ Bob Salvin 


ce, What's Bob Salvin 
wine got to do with it? Lots! 


right, Hut You must be wilting 
ou ean do it, you are probably righ Willing ‘You don't take a chance when you bet on 


an international distributor of medial pesdudtradipenig ee 
(Without handson inside experience - Get some dentistry He has customers inl $0 sates and meme ae 
working in every arca of Your business. Your inside bes he grt thera 
you will have a etter understanding of your 
d your eustomers will benefit from your “think of mye a humbly assert ge fl tr inka 
aitiourtaser fet back or tart to count ay orders before et he avapro hy 
philosophy isto ive as much asf can Eventual Keomestonk gag 
freater than the original yi and rom the mst unexpetel place 


“How do I do that? By. 
+ Giving out d 


“30 rors mu rT 


rk : 
crssmentoring net —, 
St Ee ie yo otter people who do Pare of what Fay, 
Bo be bey belp me 
Srvemes ton somes il 
Wor dinvet competitors. ee pe ods 
NO aire sume marketing, COW! 
es 


= Tale oters who do eats 


+ Lialk to others whio do ts 4 
+ [talk to others who run distribution cente 
+ Heuen from them They learn from me 


“1 Jearn how to win by networking 
and developing relationships with winners 
doa tremendous amount of direct mail anct show marketing | 


hi to be nuecessful I have to capitalize on these leads. 1 also knoyy 
fo turn those leads into sales, 1 better be extraordinary 


‘meet nd tk to ta trade show gets a personalized letter why 
We highlight the products they showed interest in ~ and we 
rafter the show: Says Salvin,“We want to prepare the 
that they are about to receive excellent service WOW 


‘says Salvin “but customers tend to buy from people 


full Of stuff he thought he would like, thought 
‘Silvin.“My objective is to never have any Salvin 


-Tmake 


py dog marketer offer our 

f $ ‘ur highly technjeay 

ats» misleading gir Our era SR th pa ee 

far exceed the numberof Jen maa UME We have aed ye 

traning to enhance the sles mito heen ne 

to purchase our other products” =" M@8€ Wha do rein eontinye 

WF create multiple aye nEite 
+ Create different benefite | 
+ Create different terms, ) 
+ Create di 


ent perceived values, (txample 

‘afetime warranties might be important ta 
nome, not to others) 

* The conifort levet of my prospects paramount 
to their deciding to buy my prodiset. We create 
‘multiple opportunities to win by offering the 
prospect comfortable choices, 

+ My objective is to create enough confidence to 
make the initial sale, then deliver ina manner 
{hat creates longterm opportunities, 

* Lexplore how many ways Lean develop 
communications 90 that the customer gets my 
message in a way he or she finds comfortable, 


Hob Salvin does not always have the lowest he pri, 


He tells customer, "Virst let me tell 


Puke les inthe most unorthodox #3Ys P 
+ 1,000 miles away © 
javite a prope a 10 
finch fogether at our desk pane Ls 


p 
The pr 
onvey proper usc 


$5,000 value), we discuss 


niwich ucts we s 
while we ext 2 Si 


value is 19 co 
4 big part of our 


How many ways do you have for you 


and buy your prxtuct? Here 
1. Uterature and technical manuals 


2 Training video, 
5, Thindparty referral 
4. Extended warranty (beyond fac 
5, Lifetime warranty 
6 Retuen it if not satisfied. 
7 Training 
5 Support before and after the sale 
9, Sample of product of free tral 
10, Loaned equipment during repair. 


‘hy eliminating ways to faih, you give the prospect comfort ro buy 
and buy nou. In my marketing plan I bave 
‘ostensibly eliminated the risk of my prospect making a poor ebolee 


Bob Salvin is not just smart, be's wise. Here are a few of bis philosophies 
of marketing that we can all benefit from 
‘Try (0 pervonalize everything you do. 


Look for ways to go beyond what's expected, then do them without 
being asked. 


* Make prospects or customers think about you, even if they don't buy 
* Make your prospect excited to yect your stuft. 


"ad al hl feel comfortable enough to do business with you. 


{Letm what is important to them, 


N's phone rings off the hook. 
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he is k 


Pr oph els 


= 


2e Ken Blanchard and 
Harvey Mackay gave : 
a seminar to remember... 304 
2e Zig Ziglar almost filed, 
almost quit son 307 


ve Thi doctor makes 
a house call 


soo 310 


10.3 


Crystal Balls 
Prophets 


There are ty 


cts of 
prophecy 


One is 10 see into the 
fiture. ‘the other isto see 
deeply into the present 


Nereis a group of 
individuals who have done 
both. 


They are excellent role 
models for leadership 
Individuals who have done 
what al great leaders must 
do ... put themselves on 
the cut 


They've inspired me 
They'll inspire you 


usu Acres Giver 


in Competitor know about yee UMM 
Harvey Mackay and Ken Blancha AG 16 not just elves ? Galan ero 
dave written benchmark business boo rapes tts nkrmatn abate SESE tig 


that, if read and foto be the most important part of the 


vill help you reach your g Overkill » Lom? Not importang 
will belp P Boal vera ke 00 fone? Not inporang Consider these tuts before 


selling procegn POMPECYEsOMer may 


1. IChelps you understand 


Pa Blan hard and Harvey Mackay pet va 


with your prospeet 


K . remember d s i ei you deny Ways 1 establish a Tong. \ 
Betton to use 


5. It helps ward off the competition 


chard gave an alldlay seminar in Ch It might also be worthy to note thar Mackay is « multimiltionaire. He mist 
leg and presenter: Ns Swi with the Sharks Without excellent real world answers that made earning fun and enone, 
imide it to #1 on the New York Times West Seller List : ; 
; {always take notes. tn the Mackay seminae I noted 74 sigifiant points 
MOM catascte nse ideas concepts nig on npc sttemen ee Dg Wel peo 
tan iaed me becoming thirsty” and “Agreements prevent disagreements? to helpful 
ties *Pts that have worked for him personally information on time management and making a sale, He told everyone to 

bisa: find mentors who will help lead them to entrepreneurial cess Micky 

Beret the we Pe iH mtd dlivered his message eloquently and played tothe audience well 

€ also spent time 


Benner questionnaire, which asks Ken Blanchard's One Minute Manager is legenilary, Yhere are 
‘about your prospect, from birthday to 
‘that reveal facts and insights about the 
ements the prospect has made, 
background, family, education, 


yess Hee mer 


was absolutely bri 
Mpake ase" when SP 
Mee a the advice RIVET ( 


x. Down 10 earth Humble x Tek en 37 


advice, including himself as the aye 
Teis interesting to note he 


rr, You ca 
Shani bezan his alk offstage on the auditorium floor | if you belp enough peopte ee at fers 
recommunscation with the attendees. He stated that hough People get w) they 
iiten several books on managerial excellence, he MUst rededicate tbatever ea 
Hetfone principles everyday. Among the G7 Weas, principles ang Wg Ziglar 


fofwisdom he shared that I captured were 4 ,, 
ries gap bervcen who we can be Zig Ziglar almost fail lal 
sand who we are ed, 
+ We need sich other alm Gi 
et bor fersoea sion statement Ost quit, 
ade J almost failed ay a : 
‘Ifyou want fo know if you're on the path i ocletae aa 
‘you want, write your own obituary. See if it 
Contains whit you wanted! to accomplish 
“in your lifetime, 
=A goal is a dream with deadline. 


“I still had the fear of rejection; Zig suid *I didn’ understand that 
Prospects weren't rejecting me; they were only rejecting the offer L wan 
making them, 


Sales wisdom of the first onder If every silesperson could rasp that 
philosophy; problems like cold cal reluctance an fear of closing 
‘would evaporite 


“fit wasn't for some words of encouragement from my 
president, PC. Merrell, would have probably found anot cae 


d them and enact their principles. “Merrell said, Ziglar, you have eal 


WI is also a personal, 
Harvey Matha. 


sees and speaking inspiration to me f 
Mranding next to him as he grects ever! 
Erindeesas though they were 2 longost relative 
trewuld join us this morning," he sad 
Bk hele hand. People hrought books to autoxraph 
Mand all had someting nice 10 say about this 


Dre live on stage Zig has the entire audience in the palm of pig 
Pe ag acnoas the sage, down on one KNCC.ArMS xpressing ty 
unis to punch, al {n foal control. A master OF the spoken wong 


vere over 90 ideas that I (ook away from Zig's presentation 


+ You can get whatever you want, if you help 
‘enough people get whatever they want 
“You were born to win, but you must plan 
fo Win, prepare to win, then you ean expect 
sown, 
a Vt born in Dallay, but f yot there as quick 
jeould, 


snot where you start, it's where you go. 
¥y_.. you like the things it can buy: but 


the crowed thins out in less 


Personal note 


Tenlay Show. Zig was on to p 
s surt of talked to asa sideohne 
wa lked to asa sid 


the interview ~ literally the end 


30 seconds left, Zig. Sell me so 


See, 1 didn't Say yes? Ziglar insta 
say nos and they went off the ait 


Positive artitude is not hearing mo, 


i010 


When 1 fay 
Tlook at what I did right, 
not what I did trong 


- Tom Hopking 


The sales doctor 
makes a house call. 


ins isa master siles trainer and presenter. He has delivered moge 
Tua 20 seniarsand helped more than 2 million people strive for 
“greater success in the selling profession 


“His first book, How to Master the Art of Selling, has sold more than } 
million coples, making it the bestselling book to date on the subject of 
selling techniques, With his audiotapes, hundreds of thousands of 
le Gincluding me) drive from appointment (Tom prefers to call 
visits) to appointment with Tom Hopkins helping them turn their 
Into classrooms. 


4 few examples 
Cost OF price = amon 
Jown payment 


problem 


»bjection = ere “i 
of concer 


cheaper = more economia, 


He challenged us that to be beter sal 
sles we 


rerized diagnosis within a f 


Hopkins encouraged the audience of 1,000 10 
failure 


lear to accept F 
part of the profession, He said “When If look vt 


Fight. not what 1 did wrong” He challenged everyone ta loka thse IeHable 


‘events i 


‘new way. He said,"T never sce flan as fille only a, 
1. A learning experience. 


2. The negative feedback | need to change course 
in my direction. 


3. The opportunity to develop my sense of humor. 

4 The opportunity to practice my techniques and 
perfect my performance. 

5, The game I must play Win? 


The benchmarks ‘of bis presentation centered 
issues of sates and life's etbles They 


* Selling is finding the people to sell and 
+ Great sales presentations consist 


seme 


sur prospect (FUT ° 
Fe sence of asking Ue 
Deasown caren your 


for the sale 
Pa ees cringe sei proms TX 


vice will keep the pe 
‘exceptional 


Bierer ommend their f 
sd et es 1 

en ng possible at € 

Do the most prxitve (Ef 

uve tn 


Hopkins aso shared bis philosopy 7 ent 


1& Make sales your first love 
Treat sales like your favorite 


‘© People will say yes based more on you 
nd enthusiasm than on you 


ceonvictio 
product knowledge 


How do you attain and maintain enthusiasm 


Heres Hophins foestep formula 
1. Maintain your curiosity 
| 2, Sustain interest in all you do. 
4. Have a neverending thirst for kr 
4 Helleve in what you do, 
5. Your purpose in life must be more than money 
Gswould dare 10 add a sixth ~ Don't dwell on 
Problems. Concentrate on solutions.) 


wledge 


His enthusiasm ts 50 reali contagious. tom Hopkins burns with the 
desire to increase the effectiveness and the incomes of the 
‘Prorle who see ‘is teaching and want to become highly skilled, 
J Was fortunate to spend some personal time with 
Ais passion for training is straight from his heart. 


#§ 


THE SALES Bigte 
Part 11 
Up Your Income! 


Up Your 
Income! 


Numbers don’ i 
‘nl they don't make 
excuses, 4 


[ | 1e Boalt Do you? 


i] you don't hit your 
Ol ‘numbers in sales, you're 
Only doing a number on 
yourself 


] 
umiljea The kaw of numbers isthe 
taw of averages combined 
With your ability to master 


the science of selling, help 
ther people, and establish 
long-term relationships, 


oe The pipeline of success 314 


You got into sales heease 
it had unlimited income 
potential 


Are you limiting yourself 
hecause you failed to 
‘commit to the dedication 


11.1 


‘the money you make in just 30 days! 


Selling success is a numbers came 
and a mag 


wic game 
You must combine the magie 


with your numbers to produces There are 12.5 elements in the formula... 


1. Your attitude ~The key to your ts 
say for 6 mont aga iene mca se 
1 2. Your goals ~ set them to 
fhe pipeline of success, sccuonagun toc Pace a a 


3. Your networking ~ Find out why 
sales? Your numbers will tell you why, ies (rath neal ison, hunter tay Ae en nd pps 


z 
can double if you follow this formula! wow, can. TCs imperative that you atend reguaty MY mest Yo 
ws with a formu and a challengs 4. Your Power Questions -Write em __Jeurn‘em ase em, 
atyo a challenge 


5. Your Power Statements -Write em... jeu em seein, 
bra magic formula, go read a book on the Life and times 6, Your sales tools ~ Figure out what {tools you need and get ‘em, 
we looking for magic, What's different. You have all the 7. Your sales knowledge - Get tapes and lisen to them Alternate with 
|Your present income. All you have to do is learn the attitude tapes. Use the technique as soon as you hear it Read every: 
chapter in this book twice, One chapter per day. 
. Your prey \eSS ~ Are you truly ready to sell? If you are, you will, 
md te formula These questions will provi the oe Pierce ost prepare ale 
“4 9. Your follow-up - tenacious, 
10. Your sales numbers - m 
to build your pipeline and keep it) 


a day who: LS cea 
income is having the igh 


pom Sommer 


tal sales skills and solid product knowledge 
meaningless unless you see and follow up 
the proper number of prospects. 


‘Seeing the numbers creat pipeline 
“the number of prospects at or near the buying point 


ebeck of your mumisers wil reveal Why sour ses 
‘are booming, or slumping 


nd 10 10 prospects, 2 will buy no matter What yoy 
buy no matter what you do. The other 6 are on the fence 
for buy ant result of what you say or don't say. sate wi 
Hither you sell them on yes, or they sell you on no, 


habits and skills 
for 80% of your sales. 


pline. How good is it? How consistent is ite 
d ‘an assemblystine job, because you won’ 
:a sample formula to keep your sales pipcline (and 


follow-ups made: 
+ New appointments made 
+ Appointments seen i 

les made today 
+ Dollars contracted for today 
* Dollars collected today 


+ Commissions/doars eared today 


Answer these questions = they r 
sales success: 


ym moe sursinis Af 


Hous bone buat to co. Wy clo”? 
Four fone cave mnsUrrs 7e 7 


* You're on your ow 
to do it. (bor train 


You're Lazy. ( 
+ You have poor work habits. CH 


them with 30 days 


«= Hud boss. (Don't blame fi 


This tx no peason to fail if 


‘enough to succeed) 


«= No or ineffective reporting system. (Ge 
laptop, or make a form and do it yourse 
+ Law, poor or unfair compensation package 


(Change jobs) 


Ifyou see and call enough prospects 
per day, per week, per month 
you will build your pipeline. 
A fill pipeline will bring you sales you never imagined 


Do you floss every day? You know you should, but you don’t. Eventually al 
‘your teeth will fall out, but you can't see them e roding day by day until it's 
{00 late Floss every day ~ your teeth will be perfect. The 
hour the fundamentals of sales follow-up. If you don't follow up every day, 
sour sles backlog will rot. Add to your pipeline every day and do 

Mow-ups ~ your sales will be perfect. 


All it ae Hee tetermlnation and hard work. 


magic. Ask any magician, 


The Book 


of Exodhus 


od 


THE SALES BipLe 
Part 12 
Can I Get an Ame 


Dads teach sales success 
without knowing it 320 


Write it all down at the 
end of each day 321 


The perspective of ses ssn. 322 
The end is the beginning ..... 325 


‘Commit yourself! 
11.5 principles to lead your 
own sales ¢rUside «su nsnee B24 


Afterword 


When I grow up 


Thank you's 


12.1 


The end of The Sales sible 


really the beginning 
the beyinning of 
revolution in your 


Ws a Sales Crusade 
and you are your own 
Sales Crusader 


You're on a journey to. 
personal sis success, 


Others won't doit for you, 
but others wil help you 
if you help them fist 


You have the opportunity 
to take the wealth of 
information you've gotten 
from this book and tu 


rey iomer 


every time my dad se 
they were bad. But every time my tone, 
‘are a few to ponder. 


ood business judgment. tn 196 
erate ey dads factory burned! to the 
“stunned.Two days later, the insurance adjuster came to 
va cheek for $750,000 to settle the fire loss and let my dad 
‘dad's lawyer took him aside and told him he 
4 million and to reject the offer My dad went for the 
“iter, my dad settled for $333,000, one-third of which 
lessons I learned were: Lawyers are for legal advice, 
and ke your losses quickly and move on to rebuild 
helped me when I faced failure 


‘hight my brother turned over in his single 
y; He went downstairs and pounded on my 
d!"he moaned."Get back in, son,’ my 


ms are the best. But they're hard 
on the problem, 


Vim asleep in 2 minutes or tess 
J don't drink coffee in the moy 
‘or what loose ends there are 


very nigh 
Ting, never ‘or oe ever diy, 


1 
best Meas the shower. "NERA othe dr 

The secret? Three words: Write everything down, 

I keep a legal pad by ny bese tobe we | 
everything 1 need to do.or problems] nee tse Oneal | 
everything down, my mind is clear, 

Mental freedom is wonderful thing. It reates opportunites not ayaa 

toa cluttered mind a — 


It provides clear channels from the subconscious for solutionsand new 
ideas, and it lets you sleep like a log, 


I've been doing it for 45 years. It works, 


ective of sales, 


The end is the} 


Commit yourself! 


Vike world, Iset that yoal (in stone) the first time Lever realized there 


foFseliing ~that selling was a set of learnable, repeatable sky, 
Pe reat to cnyeryle and personality. C1 was listening to a tape te 


‘on closing the sale.) I knew that if I became the best, 

a Beara rrned When I combined the science of selling 

4 an frida eotfsenee of humor, I provided myself the gateway for 
achievement, 


“written this book (and will continue to write my column every 
1a help guide you to the same achievement, Take 30 minutes and 
tI about The Crusades They were much more than a 
swar. The Crusades were about people going after what they 
din... paxsionately. They did it regardiess of the hardship and risk 


religion, but it is a Way of life. It should not consume your life 
incorporited into your life It enhances life 
or living it (0 its maximum potential 


ain postive aia Bag 
positive ideas and positive peanle Re 


iclieve you can achieve 
you You're nuts ~ theyre just esi 
have been on 4 personal crusade to be the best silesperson 


2. Set goals, and make a commitment achieve 
to 
Y Project yourself ~ If your, bee 


Reding 
Dont ten 
“SSS 08 vole 


of it makes it st as a font 
the gts depend et 


ita bullseye. 


Commit yourself Which do 
tore your vaaog or You MS a 
“emotionally physically mentally ad sptaly 
‘commit yourself to ach 

will fall short, soe byt 

© Satisfy yourself - Make a lit of the benefin of 
achieving each goal and carry thelist 
with you. Achieving a goal ‘ty incredibly. 
self-satisfying. It gives you a feeling of 
accomplishment, purpose and the 
to set out and achieve the next goa. Big Chie 

Figure out the daily dose. amount you 

‘can measute, an AMOUN YOU Ct P 
Determine how much you need 19 do exch d 


and implement it. Make a Syear play 
hha can build your business 
increase your sales and stature 
ons. Take charg 
ee of 
local paper 


and your prospect's business before 

Pier the information you need to make every 

puctful, Use this guideline to assure it Ask 
ibe answers fo 


in all that you do. Take a creative idea to cach sales 
ouinige 10 live your dreams and goals. Your work and 
‘inspire others. Your words will be remembered because you 
deeds and delivery: Will they talk about you after 


é. When you establish this belief as one of the 
process, the attributes that accompany it are the 

mer feel motivated to act and confident enough 
‘this philosophy: Get business for others. Wis 


portunity, How important is it to be 
‘sportswear show, was at the Dallas 
mm a'Tshirt manufacturing company. 


11. Establish long-term relati 


to establish a long-term rela 


11.5 Have fun. Look at the mast suc 
ching. they’ have in common is that they eae an One 
what they do with a passion and enthusin "at they do-They pure 
Contagious), How much fun are you having! nen 


